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The Sales Process Toolkit 
 
Sales Process Overview: 
 

You cannot leave the sales part of your business to chance or circumstance. Sales success comes from 

a solid, proven sales management process that lets you drive the sales process and ultimately increase 

your close rate. The more you drive the process, the more control you have over the outcome and the 

greater your opportunities for success! The following steps are proven strategies for increasing your 

close rate. 

A good sales process sets you apart from other contractors and gives you a competitive advantage 
because it helps your clients be informed and educated about their project. In addition, it helps them 
feel more confident about having chosen you because they feel they were heard and understood – 
ultimately, this deepens clients’ trust in you.  Clients of mine who follow this strategy have reported 
dramatic increases in sales. 
 

“Vicki gave me an idea of how to approach prospects and run my business in a collaborative style. Her 

way is subtler and more centered than other ways I've tried. Not salesy. It’s how I like to speak with 

people, and it really works!” Peter Sutton, President Marin County Sidewall, Petaluma, CA. 

 

When you have a process, you have a foundation that allows for more flexibility in how you solve a 

prospect’s problem. Having a sales process will also give your prospects more confidence in you. The 

process shows them know you are a professional and have a plan for helping them find solutions to 

their needs. The more confidence you can give prospects, the more they will trust you. The more they 

trust you, the more they will want to do business with you.   

 

A sales process benefits you because it: 

1. Puts you in charge, not the client. 

2. Allows for more control over the client experience. 
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3. Provides for clearer understanding of what the client wants. 

4. Provides you with tools to make a clear offer to the prospect. 

5. Gives you the competitive advantage  

 

A sales process benefits your clients because it: 

1. Let’s them be informed and educated about the process. 

2. Gives them more confidence about what they are doing. 

3. Let’s them feel heard and understood. 

4. Allows them to develop trust in you. 

5. Enables them to make a clear decision. 

 

Five Steps to Sales Success: 

 

Step One: Set Expectations. When prospects call, let them know you have a process and ask if you can 

set up a time to talk. This initial call will take about 15 minutes, and it gives you a chance to get more 

information before you meet face-to-face. Explain your process and get contact information. This is 

your opportunity to make a good first impression and demonstrate your professionalism. You start to 

set yourself apart from the competition by being organized and in command of the call and the 

process. 

 

Step Two: Discover What Isn’t Working and What They Want. This looks easy, but you need to ask the 

right questions during the initial call. Your goal is to find out what their “pain” is – what is not working 

that has them wanting to do this work / project. I suggest having a client intake form that will allow 

you to get some basic questions asked about what isn’t working now and what they would like. Your 

goal is to find out everything you can about their project, their challenges and problems, their 

expectations and any biases they may have about working with a contractor. You want to be able to 

customize your proposal so it directly addresses all their concerns, issues and interests.  

 

Step Three: The In-Person Meeting - Identify a Solution. In the walk-through meeting, you want to 

identify what in the physical space is currently not working and what they would like. If you are 
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working with a couple, encourage both parties to be present during the walk-through. Take notes 

about everything you observe and everything your prospects say they want or want to avoid. Go over 

what they told you by phone and find out if there is more. Establish expectations by expanding on 

what you found out in the phone meeting. The goal is for you and them to gain clarity about these 

things, so you can provide the best possible solutions. Remember – questions are good! 

 

Your solution needs to: 

• State what isn’t working. 

• Describe what they said they wanted. 

• Address concerns they have expressed. 

• Be within their budget. 

• Give them a sense of comfort that you are the right choice. 

 

Step Four: Manage Expectations. Having a process to manage the project helps keep you on track 

toward success. Be clear about what the customer wants and how you can provide it. Put everything in 

writing—what the customer said they wanted, what their problems are, what they expect you to do to 

resolve their problems, prices, deadlines—formalize it and get agreement. Make sure everyone is on 

the same page. Use checklists to keep track of everything and ensure it all is done. Honor your 

commitments! 

 

Never leave a customer in the dark. Provide regular communication and status reports to your client, 

manage their expectations and give them updates on progress. Be willing to admit when you are 

wrong. Never waffle when a mistake is made. Take ownership and present alternatives and actions 

that will mitigate the consequences. Apologize and move ahead. 

 

Step Five: Follow Up. Set a time to go over your bid with your client. Be prepared with a scope, 

schedule and price. Make sure your bid includes a description of concerns, the client’s desired 

outcome and any special considerations. In the proposal presentation meeting, you want to let them 

know you heard their concerns and desired outcomes. Your goal is to show that you understand what 
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those are and are providing a solution that will get them from where they are to where they want to 

be. 

 

Following these steps will give your prospects more confidence in you because they demonstrate your 

professionalism and present you as the solution they need. The more confidence you can give your 

prospects, the more they will trust you. The more they trust you, the more they will want to do 

business with you.  

 

Below I’ve outlined how to structure you actual written sales process and some sample prompting 

questions to help you along the way. 

 
Structuring a Good Sales Process: 

 
This Sales Process Toolkit is provided to assist you in managing the sales processes. It is a PROVEN 
strategy for increasing your close rate.  
 
Following these steps will help you do two important things.   
• First – it will let you drive the sales process. The more you are the one driving the process, the more 

control you will have over the outcome. Please note – I’m not suggesting you ignore the prospects 
requests, or be inflexible. I am suggesting that when you have a process to make sure you have the 
basics covered and to allow for more flexibility in how you solve solving the prospects problem.  

• Second – it will give prospects more confidence in you. Having a process you manage lets them 
know you are a professional, and you have a plan for helping them solve their needs. You are not 
just “showing up and winging it!” The more confidence you can give prospects, the more they will 
trust you. The more they trust you, the more they will want to do business with you.   

 
The process is comprised of the following three steps, each of which is important for your success: 
 
1. Phone call – 15 to 20 minutes 

• Set a time and be prepared for the call. I suggest having a client intake form that will allow you 
to get some basic questions asked about what their needs are. 

• Find out what is not working and what the client would like. 
 
2. In person meeting / inspection – 45 minutes 

• Identify scope of project by physical inspection. 
• Confirm what is not working, and illuminate other issues / problems. 
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• Confirm what the client would like, and get more details. 
• Ask client other questions about what is important to them. 
• Educate the client about how the process works and what their options are. 

 
3. Submit proposal – presented within 5 working days 

• Go over what the issue is, and what the appropriate solution is. 
• Review with client what they said they wanted. 
• Review proposed solution and scope of project. 
• Provide client with written estimate for this solution, and/or brainstorm alternative solutions 

that may work better with their budget. 
 
Let’s look at each step more closely… 
 

Initial Phone Conversation  
 

When prospects call, let them know you have a process and ask if you can set up a time to talk. This 
initial call will take about 15 minutes, and it gives you a chance to get more information before you 
meet with them. However, if you and they have time, do the initial phone meeting when they first call.  
A. Briefly explain the three steps of your process, as outlined above. 
B. Have your form ready so you can fill in the answers to your questions. NOTE: These are suggested 

questions, and you may want to change them or add to them. 
• Contact details 
• Who referred them? 
• What’s not working now?  Explain that you will find out about what they want in a moment, but 

first, you want to find out what’s driving them to want to make a change, as it will help you 
provide a better solution.  You may choose to address these questions in the in-person 
meeting. Here are some sample questions: 

o While I appreciate you want to update your kitchen, what specifically doesn’t work for 
you now about it? 

o If they say, appliances are outdated, you might say “okay, and this may seem like a 
strange question, but why are you not just replacing the appliances – are there other 
things about your kitchen you don’t like? 

o When you are in the kitchen, what feels like it doesn’t support your lifestyle? 
o If they say there are embarrassed to have people into their home, ask how so. 
o If they say their just tired of it, say how specifically.  

Remember, these probing questions are intended to have them get really clear about what isn’t 
working.  Doing this will help them have more certainty about what they want to change, and thus, 
make faster decisions.  AND, when your proposal addresses these specific issues, they’ll feel like you 
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hear them, likely better than anyone else.  That makes them trust you more, and want to work with 
you more.  

If you are a subcontractor working with a general contactor you might ask: 
o What is your biggest frustration in working with subs? 
o What’s one thing I should know about what you DON’T want to have happen when 

we’re working with you? 
• What is the age of the home or whatever they are calling about? 
• How long have you lived there? 
• Have you ever done a remodel (or whatever they are calling about)? 

o If yes, what was your experience like when you did that remodel? 
o Is there anything you would have liked to go differently? 

• What are you looking for in terms of a solution to your current issue or problem? 
o Do you have any actual pictures or mental pictures of what you want it to look like 

specifically? 
o What is the look, feel and flow of your kitchen when it’s finished?  
o How many cooks are in your family? What’s important to how you work together? 
o Is this a central gathering place? 

• Are you having any additional work done to your home at the same time? 
• When are you looking to have the work done? 
• Is there anything I have not asked you so far that you think I should know about? 

C. Tell them a bit about your company including its history, how you generally work with people, etc.  
D. Ask if they have any additional questions before you set the meeting to come out and inspect the 

home or property. 
E. Set a meeting for the walk-through, letting them know you would like to have the spouse present, 

if appropriate. Explain that, based on your experience, it usually makes it easier for people to get all 
their questions answered and get everyone’s concerns addressed when both partners are present 
for the walk-through. 

 
In-person Walkthrough Meeting 

 
In the walkthrough meeting, you want to identify what is currently not working in the physical space 
and what they would like. Go over what they told you by phone and find out if there is more 
information you need. Establish expectations and expand on what you found out in the phone 
meeting. The goal is for you and them to gain clarity about these things, so you can provide the best 
possible solutions. Remember, questions are good, so encourage them to ask! 
A. Tell them what to expect in this meeting: 

• You go over with them what they said the issues are and what they would like. 
• You will do a walk-through and inspect what work they want done with them. 
• You will then sit down with them and ask more questions. 
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B. Go over what they said are the issues and what they want, and ask if there is anything you have 
missed or that they want to add. 

C. Use a checklist and write down what you find as you do the walk-through/inspection. 
D. Sit down with the client and go over what you found, explain what you see is the scope of the 

project, and what would be needed to do the repairs to their desired result. At this point, you are 
reiterating those desired results. 

E. Ask any additional questions you have: 
• Have you ever done a remodel before (or whatever the scope of work is that you are 

providing)? 
i. If so, can you tell me a bit about it? 

ii. How long ago did you have this done? 
iii. Who was the contractor? Have you asked them to bid this project? 
iv. What did and didn’t work well?  

• What is your biggest concern about doing this project? 
• What would you like us to know that is important to you in doing this project? 
• Is there a price range you want to stay within? Address the fact they may be skeptical of this 

question, and you can understand why. Say something like this, “Remodel options can vary 
greatly, and we want to stay within your budget. If you’re not sure, that’s okay; it’s always 
good for us to ask.” 

• Does anyone in your home have any special health needs we should be aware of? 
• Is there anything in particular you want us to be aware of when bidding your project and /or 

when doing the work? 
• Is there anything else that you feel is important for us to know? 

F. Give them a packet of information that tells them about your company and who you are. Make 
sure you include testimonials from happy clients AND description of how you work – your process. 
If you don’t have a document like this, create it. One page is fine, just have something in writing. 

G. Set up the next meeting time and when both people can be there. 
 

Proposal Presentation Meeting 
 

In the proposal presentation meeting, you want to let them know you heard their concerns and 
desired outcomes. Your goal is to show you understand what those are and can provide a solution that 
addresses them and moves them from where they are to where they want to be. 
 
Tell them what the process will be for this meeting: 
• Go over what you heard are the key issues and what they said they wanted. 
• Go over the scope of the project and what is entailed in fixing it. 
• Review your proposal, let them know what options they have and answer any questions.  
 

https://suiterbusinessbuilders.com/


The Sales Process Toolkit 

© 2017 Suiter Business Builders & Vicki Suiter: all rights reserved       https://suiterbusinessbuilders.com/     Page 8 of 8 
 

A. Review what you understand their issue/problem to be, including anything you discovered in the 
course of asking questions and doing your walk-through/inspection. 

B. Go over the scope of the project and what will be involved in doing the fixing or replacing. 
• Educate the client at this point about how the process works and what is involved. 

C. Review the proposal and what their options are for the replacement/repair.   
• Have samples, if appropriate, and, again, educate them on this process. 

D. Ask them if they would like to proceed and have a contract ready for them to sign. 
• If they want time to think about it, leave the proposal and ask if you can call them tomorrow to 

follow up? If that won’t work, ask for a good time to follow up. When you get permission, this 
takes off the pressure off your feeling like you are chasing after them. Moreover, it is good 
customer service follow through. 

 

About the Author: Good market or bad, raging competition or not, any contractor or designer can run a healthy, 
profitable business. Most just don’t know how. Consultant, Speaker, Author Vicki Suiter, founder of Suiter 
Business Builders, knows the secrets to creating sustained profitability and success.  Vicki helps people see their 
businesses differently, then gives them the tools to do things differently.  
 
Since starting her business in 1990, Vicki has helped hundreds of contractors and designers build solid 
foundations for their businesses, enabling them to achieve the kind of success they never dreamed possible. In 
addition to running her consulting practice, Vicki has become an in-demand speaker at industry conferences 
nationally and internationally, where her presentations are consistently ranked among their most popular. 
Vicki's articles and opinions have been widely shared in print and across the web. She is also the author of the 
book “The Profit Bleed” How managing margin can save your contracting business. 
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