ANSWERING CALLS

1)

Depending on my mood, I like to play with the question - "how much do you charge"? OR "what does a home inspection cost". 

One of my favorite come-backs is - "Absolutely nothing if you're not satisfied". Then shut-up and wait for them to start reeling themselves in.

2)

Here it is. Remember that I consider my points discussed here to be my Level A major selling points. I have Level B major selling points, as well, which I use in other situations. Determine what your major selling points are and then substitute them for mine. And, of course, adapt the script for your needs. 



Prospective Client ("PC"): How much do you charge for a home inspection? 

The HomeTeam Inspection Service (“THTIS"): Well, it depends on several factors. Let me get some basic information from you and I can tell you. 

PC: Okay. 

THTIS: Is it a house or a condo? 

PC: A house. 

THTIS: How many square feet is it? 

PC: 1,977 

THTIS: What zip code is it in? 

PC: 91977 

THTIS: Okay, that size house in that zip code is $349.00 

PC: Okay, thanks. 

THTIS: Are you just price shopping right now? 

PC: Yes, I am. My Realtor gave me your name. 

THTIS: Who’s your Realtor. 

PC: John Smith. 

THTIS: We’ve worked with John before. He’s very good. Is this your first home purchase? 

PC: Yes [or no. Answer really doesn’t matter.] 

THTIS: If you're just shopping around for prices, let me help you real quickly. 

PC: Okay. [Who is going to turn down free help?] 

THTIS: Let me give you at least three other questions to ask before you ask about price. 

First, ask if they are full-time, professional home inspectors. You will find quite a few inspectors who only do a couple of inspections a month to pay their San Diego Gas & Electric bill. Our inspectors work seven days a week doing nothing but home inspections. 

Then ask them what kind of insurance they carry. In this industry, they should at least be carrying errors and omissions insurance and general liability insurance. That insurance is very expensive and usually is not affordable for the part-time home inspector. My company also carries workers' compensation insurance and life insurance on its employees, also expensive. 

Then ask if they are a member of any trade associations. Membership in trade associations is expensive and requires home inspectors to obtain annual continuing education, also expensive. Although I am a firm believer in trade associations, I believe a more valuable membership is with the Better Business Bureau. The BBB requires its members to respond to, and resolve, complaints against the company. Trade associations don't require their members to resolve complaints. BBB membership also is expensive. We are members of the Better Business Bureau and the National Association of Certified Home Inspectors. 

Then go ahead and ask them what their price is. Once you have the answers to those three previous questions, though, you will already have a good sense of what price they will be charging. 

If you find extremely low prices, just be cautious. There are home inspectors who charge $99 and occasionally have $79 specials. They probably are not the home inspector you want. 

PC: Thank you. 

THTIS: You’re welcome. Let me know if we can help you. [There’s that key word “help” again.] 

PC: What was your name? 

THTIS: Russel. Russel Ray. I’m the owner. 

PC: Since you’ve been so helpful, can I just go ahead and set up an inspection with you? 

THTIS: Sure. 




I’ve only lost one inspection using this phone script. And I believe that that specific inspection was my competition shopping me.
