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Qualifying questions for the first phone call: 
Understanding your potential client before you make the first appointment and 
knowing what type of appointment to make during the first phone call 
 
There are four basic areas of the phone call that have to be addressed.  In general they are:  
  
1.  Who are they?  2.  What problem do they want to solve?  3.  How do they think they should 
go about it?  4.  What are the action steps you need to take?   
 
Within each of these four areas there are also sub areas and there will be some overlap.  
Remember that you have to be fluid with the phone conversation and not go into survey mode.  
This list is set up like a check list so that you can check off the areas once you get some answers.  
Be sure to write down the answers in a short form that allows you to remember what they have 
said and what you need to know. 
 
The goal is to determine if you are setting up an appointment that is for a free consult, a paid 
consult, a working meeting, or if they are not appropriate clients for the work you do. 
 
One rule of thumb is that if the person is a direct referral you do not have to charge them for an 
initial consult unless they want what might be classified as a working meeting (a problem that 
needs to be solved on the spot like figuring out how to fit the giant TV that the husband just 
purchased).   
 
If you have no idea who they are and if they came from your website, then you can charge for 
the initial meeting which means that you have to gather information ahead of time on the 
phone to be prepared for what we will talk about so that it will be worthwhile for all of us. 
 

1.  Who are they?   
Let them talk.  Nod and smile as you are listening to them on the phone.  Acknowledge what 
they are saying and keep letting them talk.  Listen for the following: 

o What type of home they have and where they are located 
o What room they want to work on or what areas of the house 
o Why they want to do what needs to be done as there is usually a story 
o Is it just for you or do you have a spouse, partner or other family members involved 
o Why they are calling you NOW, what has changed that prompted the call 
o They will share if they have done this before or not with other stories 
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2.  What problem do they want to solve?   
Usually is addressed in the first part, but if not, then you ask or say: 

o Tell me more about how you want the room to feel? 
o How do you see the new master bathroom coming together? 
o What is the first impression you want when you walk into your living room? 
o Do you have specific appliances or features in mind for your new kitchen? 
o How long do you plan to stay in your home? 
o Is there anything else that I need to know about? 

 

3.  How do they think they should go about it? 
Listen to see if it sounds like they know how a designer works.  They might have said that they 
have done this before or not.  This is where you can share how you work and do some 
educating to find out more about how receptive they are to working with you.   
You need to ask: 

o Have you ever worked with a designer before?  (look for answers that let you know if 
they have worked with professionals or if they are a DIYer in distress) 

o Do you have ideas that you have collected or have you gone out shopping?  (which 
alerts you to if they like to shop and also cruise the internet) 

o If your kitchen is being renovated do you understand that you will be without a kitchen 
for a month? (this could lead to, oh we are going on vacation in two months and they 
might think it could be done while they are away) 

o If you want the living room redone is there a deadline? (which lets you know if there is a 
wedding or a party coming up) 

 

4.  What are the action steps you need to take? 
After you have gathered up a lot of information you will know what direction to go in.   
Here are some options: 

o If it sounds like an exciting project and they are ready to get going, then hopefully you 
have a meeting time and date available for them within a week.  Set up a date and a 
time.  (suggestion;  always leave some time blocks open in your week for these 
possibilities.  You want to meet with them when they are excited to get going, not make 
them wait.  It doesn’t mean you have to get started right away, but the sooner you 
connect the sooner you will stay connected) 

o If you are hesitant, not sure of where it will go, and are very busy, then set up the 
meeting within 2-3 weeks.  They might find someone else and they might wait. 

o If it sounds like they want to pick your brain, are all over the place, and not clear on 
what they want to do, then you need to consider charging a consultation fee.  When you 
suggest this give them a recap of what you will do for them to solve their problem. 
Share the expectation of the meeting and be specific.   

o Or you simply say, “What you are considering doing is not a service that I provide.”  They 
might then ask you where they can go or what they can do instead.  If you have some 
answers then feel free to share them.  If not, then don’t worry about it or you might ask 
them to look at the ASID website for another designer in their area. 


