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Home Building is Not Just About Building Homes Anymore 
Is Your Company Trained to Meet the New Customer Service Standards? 

As homebuilders weather their most difficult times, every sale is important and every builder is striving to stand out 
from the competition. After discounts, free upgrades, mortgage deals, and delayed payments, what else can a 
builder offer that’s going to sway buyers their way? Superior customer service! It’s the trump card – the make or 
break. How your customers feel they’ve been treated can spell the difference between embarrassing media take 
downs and countless enthusiastic referrals that turn into new buyers. Customer service has never been more 
important in the home building industry and extensive training more needed. Homebuilders must now build 
relationships with their customers as well as their homes before, during, and after construction and  closing. 
Professional Builder Training LLC is dedicated to facilitating positive change in companies striving to raise the bar of 
professionalism and customer service in their organizations. This month I launch Home Builder Customer Service as a 
free monthly training newsletter to keep customer service in the forefront of your company’s collective focus. Each 
month we’ll address some aspect of customer service relevant to the home building industry. Please feel free to 

distribute copies throughout your organization. I ask that you cite the source when doing 
so. Professional Builder Training LLC offers classes designed to improve the 
communication, customer service, and professional skills of builder superintendents, 
builder customer service staff and contractor customer service staff. In addition PBT offers 
safety and environmental compliance training including the OSHA 10 Hour Construction 
Safety Class and Maricopa County Air Quality Department Rule 310 Basic and 
Comprehensive Dust Classes. For more info please visit our website at 
www.probuildertraining.com or contact me directly by phone at 602-980-2960, or by e-
mail at scott@probuildertraining.com .  Thanks! 
Scott Foster, Principal and Primary Instructor, Professional Builder Training LLC 
Also, visit my blog at http://probuildertraining.blogspot.com .  
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Becoming a Customer Service Superstar 
The Basics Pt 1: Understand, Empathize, Build Rapport 

As consumers, we all have our personal stories of good and bad customer 
service that we’ve experienced in our lives. “Generic” customer service 
comes and goes without little thought but those times when it’s been 
really good or really bad we tend to remember, and tell others about it. 
Ask yourself, “What made my experience an example of great service or 
terrible service?” Start by writing down the reasons in two separate 
columns. Chances are, under the column “great service” you’ll see phrases 
like “went above and beyond”, “took the time to explain”, “went out of 
their way”, “followed up”, “they really listened to me”, “did more than 
what was required”, “kept me informed”, “they were  …cont. pg. 2 
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The 10 Keys to Becoming an 
Effective Builder Warranty Rep 

1. Understand Your Role in the Big Picture 
 Studies have shown that over 90% of homeowners 

surveyed cite warranty and customer service as the most 
important aspects when choosing a builder. 

 You play a key role in your company’s success. 
2. Approach Each Situation Case by Case 
 No two home owners, homes, or situations are alike. You 

must weigh all the factors. Is what they are requesting fair? 
Is it more than what’s required? Does it make sense to do it 
anyway? Why? Are there any red flags? 

 Is this their 3rd warranty request in 12 months or their 24th? 
3. When in Doubt, Use the Buddy System 
 Put off making a decision until you can get the advice of a 

supervisor or co-worker if you aren’t sure. Don’t guess. 
 Don’t shoot from the hip! People have selective memory.   
4.  Set Expectations - Under Promise, Over Deliver 
 Set expectations that you can meet or exceed. Don’t just 

tell them what they want to hear.  
 Set yourself up to succeed, not fail. However, don’t go to 

extremes either. If it will take 2 days, give yourself 3 or 4, 
not a month. 

5. Understand Company Policy Regarding Grey Areas 
 Sometimes you want to go above and beyond. Sometimes 

you don’t. Balance the needs of the customer with those of 
the company. Make the right call. 

 What is reasonable? What is not reasonable? 
 What does company policy or past experience dictate? 
6. Keep Your Customers Informed Throughout 
 Never let them feel forgotten. Communicate throughout 

the warranty process. Show up in person on key days when 
work is being done or when issues arise. 

7. Know the AZROC Standards & Your Company’s 
 Some states have specific rules. Others don’t. Know which 

rules apply. Carry them with you. Are there tolerances? 
 Always have access to a tape measure and levels. 
 Is it square, flush, level, plumb and true? Is it right? 
8. Exude Professionalism 
 Be timely, courteous, organized and honest. 
 Dress professionally, show proper respect, treat them like 

you would wanted to be treated at all times. 
9. Document Everything! 
 Keep logs of conversations with customers and subs. 
 Call and fax all work orders. Have your duck’s in a row in 

case you ever end up in court over a warranty matter. 
10. Be Aware of Potential Liability Situations 
 Never put yourself or subs in a legally tenuous situation 

involving customer personal property, minors, or pets. 
 

 

“Becoming a Customer Service Superstar” from pg 1 
respectful and polite” and so on. On the lousy service 
side, you’re likely to hear pretty much the complete 
opposite, or worse.” Look for ways you can mirror 
the great service you’ve received in your own service. 
The first step in becoming a Customer Service 
Superstar is to understand the customer. Put yourself 
in their position and understand their point of view, 
their concerns, their fears, and their expectations. 
Take a few moments to chat with them prior to 
taking care of business. Most people do not 
understand the construction process, unless you 
educate them. By making an effort to explain the 
process, you demonstrate competence and begin to 
build trust. 
Next, show customer empathy when you first meet 
them and throughout the relationship. Communicate 
sincerely that you understand where they are coming 
from. Let them know you understand by being a 
good listener. Encourage them to ask anything and 
do your best to answer them. Start to solidify that 
trust. 
Build rapport with them. Look for hints of things they 
like and use that knowledge to establish commonality 
and further develop the client relationship. Do they 
have a hobby? What is their favorite sports team? Do 
they have pets? Notice I called them “clients.” Make 
them feel appreciated, make them feel attended to, 
and make them feel special. Of course, do so in a 
respectful and professional manner. 
First impressions are everything.  

 

Next Month’s Topics: 
 Becoming a CS Superstar Pt II 
 The 1-31 Tracking System 

 See our website at www.probuildertraining.com  
for the complete list of safety, compliance, and 
customer service classes that PBT offers. 


