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Focus Group Questions
1) Determine Key Areas of Importance
· How can we better serve your needs?

· What should we do differently?

· What are our strong points?
· What are our specific opportunities for improvement?

2) General Questions

· How has the market affected HOAs, both positively and negatively?

· When you hear the word “landscape” what does that bring to mind?

· As a property manager, what keeps you awake wondering why am I a property manager?
3) Communication
· Preferences
· Voice mail, e-mail, mobile phone?
· Time of day - AM, PM?
· Walk-throughs

· Do walk-throughs really achieve their intended goals?

· What should be done to make them better?

· What are the biggest gaps between property manager, board members, and service provider?
· Dealing with conflict

· Dealing with personalities

· Satisfaction
· Other than a survey, what are the best ways to determine your level of satisfaction?
4) Operations/Service

· Service

· What noteworthy qualities does your best service provider possess?

· Are there any services that we don’t offer that we should consider offering?

· Performance

· How can we make your job easier?

· What are some of your current “pain points”?

· You know your landscaper is doing a good job when…..

· Operations

· How does the Green Movement influence your industry/business?

· How do you see the Green Movement affecting the landscape industry?

· Do you see value in natural pruning versus normal hedging?

· Certifications

· We belong to CLCA (California Landscape Contractors Association) as well as PLANET (Professional Landcare Network) and consistently win awards for properties we maintain.

· Is this a value to you or your clients?

· Many of our employees are Certified Arborists, QALs (Qualified Applicators), and CLT (Certified Landscape Technicians).
· Have you heard of any of these licenses/certifications?

· Do these licenses/certifications have any value for you?

· If it is not important, should it be?

5) Marketing

· What are the best ways for a vendor to conduct effective marketing?

· Lunch and Learns

· Association sponsorships

· Trade shows

· Attending and sponsoring luncheons

· Serving on committees

· Providing breakfast at your office
· How important is it to you that vendors serve on trade association committees?

· What committees would you suggest a vendor serve on to get the greatest value?

· Do Lunch and Learns have a value to you? 
· If so, what subjects in the landscape field would you like to learn about?

· At an industry trade show, what impresses you most about a vendor exhibit?

· What have you found to be the most effective vendor marketing techniques?

6) Budget and Financial

· How do you suggest we deal with price increases when they are needed?

· What would you suggest as an approach on big-ticket landscape improvements?
· Would some sort of ROI proof/verification be helpful?

· Typically we are not the low cost service provider by as much as 10-15%.

· How would you suggest we overcome this with HOAs (e.g., cost vs. value)?
· We are considering 3-5 year landscape management plans that include irrigation upgrades, tree care programs, plant life cycle, and sustainable plant conversions along with budgets.
· Is there a value to the HOAs for this type of planning?
· Are there projects that would lend themselves to this long range planning? 
· How would you suggest we approach this topic?
7) Other Possible Questions

· What landscape features do you look for to tell you our company is doing a good job?

· What benefits would you like our organization to provide to you?

· How would you evaluate the communication loop between our company and you?
· How does this level of communication compare to that of other landscape companies?

· What do you need your landscaper to do to add value to your life as a property manager?

· What would cause you to terminate a landscaper and look for a new one?

· Where do you advertise? 

· What type of advertising do you respond to?  
· Where do you see it?

· When searching for landscape companies, what publications or websites do you review?

· How would you describe our brand?

· Adding value to a brand involves one or all of four things: 

· Save customers money

· Save customers time

· Save customers hassle and make their lives easier and give peace of mind

· Customize services to fit the customer needs and solve their problems 

· In what way does our company add value for to you as a customer?
· How important is it for you to interact with your landscaper online (e.g., submit proposals)?
· What percentage of your actual work tasks is done online with your vendors?

· What is the property managers’ biggest frustration when dealing with landscape companies?

· How many properties does your firm manage; how many of them do you manage personally? 
· Considering your entire property portfolio, how many landscapers do you work with?
· What is stopping you from only having one landscaper for your entire portfolio?

· How do you want your landscape company to sponsor your activities within your company?

· What 4 words would you use to describe our core competencies?

· Describe how the ideal, perfect landscape company would work with you?

· How do you “feel” about using our organization? 

· If another company asked you for a landscaper referral would you tell them about our company? 
· If not, why?

· How much control do you have over choosing a landscape services provider for a property?

· What are some of the comments you have heard, from your peers or friends, about us?

· What would cause you to give more business than you already do with us?
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