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	What Clients Say About Proposals/Interviews
by Marcy Steinberg, author of 
The Inside Scoop: Proposals and Interviews from the Client's Perspective 


The people who make the buying decisions for architectural and engineering services will openly tell you that, chemistry and personality are usually deciding factors in whom they hire. 

"We look for personality," one client told me recently. Another said, "I look for people skills. I want to know how I would relate with them." 

Clients will also tell you that, yes, they do expect firms to thoroughly research their organization and their project before pursuing work with them. One client explained that a firm did poorly in a selection interview because it "did not mention some key issues that were very important to know in solving the agency's problem." 

Developers, universities, hospitals, public agencies and other A/E/C clients gave me hours of their time answering questions from A/E marketers about the best and the worst they see in proposals, the tie-breaking and deal-killing moments in selection interviews, and the most effective ways to get a foot in the door with their organizations. 
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The questions were submitted by members of the Arizona chapters of the American Institute of Architects (AIA) and the Society for Marketing Professional Services (SMPS). The answers appear in the recently published SMPS book, The Inside Scoop: Proposals and Interviews from the Client's Perspective.


Report Highlights: What Do Clients Want to See? 

The question submitted on whether project research is expected rarely had to be asked directly. The answer appeared consistently with EVERY question I asked, whether it was about team dynamics at an interview or the weight given to awards won. The following comment was in response to a question on the use of client logos on proposal covers: 

"What I really like is when they superimpose a picture of the job site on the cover. It shows they've been there. They should look at the site before the interview for sure, but if they do it before the SOQ, it is really good."

Talk About Them, Not You 

Research is also necessary to provide what every client made clear was just as much a deciding factor as chemistry: demonstrated understanding of their business and their project. 

Clients made clear that they want to hear far more about their own project than the designer's qualifications or even their processes (regardless of what the RFP questions may lead you to believe).

As the comment about the proposal cover indicated, at least some of that project-specific understanding should be obvious in the proposal. That's what will shortlist you. Then, project and client-specific knowledge should dominate at the interview, clients said. 

"I would rather they spend time concentrating on how they will meet our needs and show their knowledge of our project. If you eat up a lot of time with references and testimonials, you are losing a chance to tell me what you can do for me."

"Committees are usually more concerned with hearing about their projects than the irrelevant accomplishments of the architect." 

"One firm presented the entire architectural process from programming to construction administration in more detail than the AIA Handbook. Project-specific issues or concerns were not identified in any manner."

It Boils Down to Two Things 

Clients shared their observations and their preferences with me on more than 30 questions related to finding, proposing on and successfully securing their business. But the two themes that ran through every response---the true deciding factors---were summed up in this client's simple statement:

"We're looking for the firm that has done the most research, and has the best rapport with us."

So, focus now on how to do that research and how to use your research to establish that rapport. Clients will give you some hints themselves on how to do it! 

Just ask them. 
Marcy Steinberg
Marcy Steinberg is author of "The Inside Scoop: Proposals and Interviews from the Client's Perspective" and principal of Cynosure Communications. 

The firm offers training and services in integrated marketing, proposal writing, selection interviews and presentations, and business communications. 

www.cynosurecommunications.com 
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Careful With Logos
On the logo question, clients report that most firms are still putting client logos on proposal covers. A few clients like it a lot. 

However, about half the clients are neutral, at best, and another half pointed out potential trademark infringement issues or bad impressions when trademarks are used improperly. 

That's another research issue before a proposal goes out – what are the guidelines for proper use of the client's logo? 
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So Long
In May, I told you about Kate, one of the two mut-owners of the house. That story generated plenty of comments. 

After a very short illness Kate passed away, last week. She was twelve years old. She was a wonderful beast, full of compassion and caring. 

She will be greatly missed. She trained me well; she taught me much. 



	WHAT IS THE LONGVIEW GROUP? 

Seeking more efficiency and effectiveness in your professional service business? Need a facilitator for your marketing or strategic planning? Would additonal market research benefit your organization?

The Longview Group provides you INSIGHTS through training, on-the-job coaching, publications, expert counsel, and extra-hands services.
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