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         Client 101

Client Check-up Questions
1) Meeting Purpose 

· Determine the current level of satisfaction.
· Learn ways to improve your business from a customers’ perspective. 

· Build a long term platform for relationship building by active listening and open dialogue. 

· Getting possible ideas for job improvement and enhancement sales.
· Getting leads that are directly under this person’s control or leads from others that they know.
These should be conducted at least once per year on all jobs and as often as once per month for key high potential jobs or jobs that have recently have been started up.

2) Sample Questions
· What is your current level of satisfaction 1-5? 
· What do we need to do to make it a 5?

· What would you like to see us do more of?

· What would you like us to do less of?

· What should we stop doing?

· What should we start doing?

· If you were to change one thing at ______________, what would it be?

· Who is the best service provider that you work with, what makes them the best?

· What are the top 3 things you want to accomplish on this job site in the next year?

· How can we make your job easier? 

· What are the challenges you are faced with at your job and how can we help?

· Do you have any additional work that needs attention?  Pricing? 

· Would it be ok if we used you as part of our references? 

· Can we have you do a testimonial for our company? 

3) Job History

The intent here is to take a moment to reflect and to determine our current reality and to start building the plan or vision for the future 1 year to 3 years and as far out as 5 years.  Where we have come from; where we are now; and where we would like to go?
· Use QC scores to remind them of the progress that has been made.  

· Photos, examples of where we were and where we are now with this job.
· Get some agreement and understanding of the progress made. 

· Identify key projects to be addressed and prepare a 1 to 3 year plan.
· Try for a sense of priority on projects that are proposed.
· Get a sense of key objectives; save water, less short lived plants, less chemicals.
· Use the SLMP process to help with having specific guidelines for future planning. 

· Use a client budget work sheet to help with budgeting. 
4) Summary

· Learn what you need to work on. 

· Take immediate action on any items that require attention. 

· Follow up with any referrals given and keep them in touch on status.

· Bring back this info and share with the leadership team.

· Send a Thank You card, gift or something in appreciation for their time.
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