Tool 13
Design Center Appointment Preparation
1.
Set up a home base and be organized at least one hour before the appointment.
Select a comfortable area of the studio where you may prepare prior to your customer’s arrival, and review their home’s included features, marketing material, and option information for the purchased home.

2.
Have option product sheets and other materials handy in a binder, tabbed by category, or in electronic files:

Options-related materials 

· flooring and electrical diagrams  

· spreadsheets with options organized by category

· option selection checklist  
Customer information
· contract

· floor-plan-specific information and detail

· customer folder 

· backup notes from telephone call
Miscellaneous information
· interior & exterior community paint color information

· community product catalog binder or laptop with access to an online product catalog

· full-size blueprints, if applicable, and backup manufacturer information 
· scale ruler, pocket calculator, and tape measure

· appliance finishes and grout samples


If more than one appointment has been scheduled in the showroom for the same time, find a location a comfortable distance away from other designers and their clients.  

3.
Meet and greet your customer.
Do not leave your customer waiting for more that 2 minutes. If they are early, greet them, acknowledge that they are early, and explain you will be with them as soon as you have completed your task. Reintroduce yourself and leisurely walk them through the studio to your prepared home base.  

4.
Manage customer expectations by reviewing
· appointment procedures

· customer information, including contact information

· information from the phone interview, including the customer’s vision, budget, and timeframe.

· the option selection checklist and its purpose
· paperwork procedures and time frame for completing product selections
· change order policy, if applicable

Explain that at the end of the appointment you will schedule a follow-up meeting for the next week so your customer can review and sign off on the paperwork. Ask questions and encourage the customer to ask questions.
5.
Begin the selection process and encourage your customer to have fun!
· Follow the order of the color selection checklist and check off each option chosen.
· Build your palette as you go. Take digital photos of the palette when it is complete and place them in a folder with other important information. Your customer will leave the appointment with a great sense of accomplishment.
6.
The Wrap-up

· Review the paper process. 

· Set a follow-up appointment, if applicable.
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