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Trade Talk: Ten Tips for Installers this Christmas (2/12/2008)

By Rufus Greenway, Sound Environment

In the business of custom install, what are we offering over and above the systems and their
installation? The answer is service. For clients to be truly happy they have to feel that they are
receiving good value and good service.

With the worst of the credit crunch to come, here are ten tips to safeguard your business in
the challenging times ahead.

1) Be happy and upbeat when discussing systems and proposals with your client. Showing
confidence instills confidence, they need to know you’ll be around to finish the system!

2) Listen very carefully to the client’s needs and wants. Ask questions about the family and the
future. How many children? How old are they? There will be information here that can lead to
you giving your system the added unique selling point that will swing the job your way.

3) Be professional from the outset. Look smart, act smart and deliver your proposal on time
and in budget. Make sure possible upgrades and system additions are discussed at this stage,
people always like the satisfaction of getting the cutting edge technology now, and being able
to incorporate the emerging technologies in the future.

4) Sell your company, the staff and the whole process of the installation from start to finish.
Make the process straightforward, organised and efficient.

5) Impress on your staff that every job, however small, has to be carried out to the highest
calibre. A happy client will be happy to pass on your name to their friends, which is the best
way to continue getting new business. You do not know who your clients know!

6) Impress on the client that as members of CEDIA, your staff are all ESPs (Electronic Service
Professionals), another confirmation of professionalism.

The professional installer will turn this...
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...into this.

7) If your staff wear a uniform or company clothing for work, make sure it is clean and worn at
all times. Clients like seeing tidy people in their homes as it reassures them that everything is
well organised. This includes neat and tidy tools, equipment and vehicles.

8) If your business has a good catalogue of old clients then get back in touch with them. As
custom installers, we all move on to the next projects and forget the finished ones, but these
clients may require service calls and upgrades especially in the run up to Xmas.

9) Take a careful look at all margins and projects to ensure they are profitable. There is no
point working if it is for a loss. Clients are also going to be cross-checking prices more keenly
as bargains are to be had in stores and on the Internet, so push the manufacturers for better
margins and settlements. They want you to succeed so that they can succeed; the credit
crunch is affecting them as well!

10) The big additions in terms of equipment this Christmas might be the inclusion of a games
system, for example a Wii. Offer these extras as a promotion. Lots of clients will be at home
this year and the AV systems will be in full use, so make sure they work well and give the
satisfaction that a good system will bring. It can only lead to more work!

Good luck, the current climate means there are fewer clients out there, and therefore we all
have to work much harder to find them, and work much harder to please them. If you keep
them all happy, they will help to keep you happy!

Rufus Greenway is the Owner/Managing Director of Sound Environment Limited, a
custom installation company based in south-west London offering bespoke electronic
solutions for clients' increasing integration needs.

www.soundenvironment.co.uk
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