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A BUILDER’S comprehensive guide to asking the right questions for 

better business 
Can you afford not to be asking the right questions…? 

Have you ever asked yourself… 

§ Why do some builders win more work and are busier than me?  
§ Why do they get the pick of the ‘best’ jobs?  
§ I build better than that guy, why does he keep winning jobs and growing his 

business? 
§ I'm a great builder, how do I get more business? 

You may have also thought…  

§ Is this the right customer for me? 
§ Is this another tyre kicker looking for quotes? 
§ How do I win this job? 
§ I'm a great builder but how do I impress the customer?? 
§ How do I set expectations? 
§ How do I manage expectations? 
§ What’s the best way to find out everything about my client?  
§ How do I get paid for every variation? 
§ How do I finish on schedule and on budget, with maximum profit? 
§ How do I ensure this project runs smoothly?  
§ How do I manage the project when things get tricky and tense, (when the sh*t hits 

the fan)? 
§ How do I demonstrate control over the whole build? 
§ How do I build a reputation that gets results? 
§ How do I win the next job? 
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“Thanks so much for considering me for your renovation / build / project.  I am 
really grateful for the opportunity.  So that I can recommend the best possible 
solution and quote, I have a whole bunch of questions I’d like to ask you. I want to 
get to know everything I can about you, your situation, what you want and need…” 

 

What’s my edge? 
 
What we know for sure is that the more questions you ask  

1. The more you will learn 

2. The more your customer will feel confident in you 

3. The better the solution you can provide  

4. The more referrals you’ll get! 

Do you want more of the right business? 

Want to build your reputation?  

The secret is the right questions at the right time. 
To get more of the right type of business you can impress your future and current 
customers by asking them the right questions. They’ll know you care and that 
you can provide the best solution.  
The following questions are guides and can be asked throughout your 
relationship with your client.   
In addition to all the questions that already work for you, you can choose the 
order in which you should ask the questions in ‘The Builder’s Edge’ guide.   
The questions have been broken up into three sections, but can be asked 
anytime throughout your project, particularly if you need to get a customer 
‘back on track’. 
There are so many questions you can ask. Remember it’s better to ask too 
many questions than not enough. The time you spend discovering and 
planning will set you up for a better build, a better partnership and a stellar 
reputation. You will be in control. 
It’s not just the foundations of the building you have to get right; it's the 
foundations of the relationship too.  Ask questions early and often for your 
winning edge. 
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Your Next Job  

When you’re think about your next job, yes it’s important to know about what the 
client is looking to do for their renovation, extension or new build. And yes you 
should know about their budget but more importantly, you should be building 
trust and credibility with the client. 
Research shows that people buy from people they trust.  People they trust are 
people that want to know about them, their values, their likes and dislikes. 
Yes, ask the general questions, but don't ask them until you have demonstrated 
an interest in the client, their situation and their family.   
 

Instructions  
We highly recommend that you read through all the questions, highlight the ones 
you’re asking, highlight in another colour the ones you’re not asking but will start 
to immediately and in another colour again, highlight the ones you think are 
tricky but want to ask.   
 
To get your edge over the others, the magic is in demonstrating your interest and 
then using that information to exhibit your understanding of their needs and how 
that relates to what you can deliver.   
Introduce one new question at time, practice it, send a small list of tricky 
questions or introductory questions to the customer before your next meeting.  
Get creative, get curious.   
 

1. I’d love to find out more about you and your family, tell me about yourself, 
(family and pets)? 

2. Tell me more about that? 
3. How did you spend your last weekend? 
4. Where do you live now? 
5. Where do you plan on building? 
6.  What do you like about it? 
7. What other things do you like doing on the weekend? 
8. What’s not working well for you in the house/office you live/work in now? 
9. What are your hobbies? 

10. Tell me about your hobbies. 
11. Tell me more about your family. 
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12. Tell me about their hobbies. 
13. What jobs / tasks don’t you like doing around the house?   
14. Tell me about your social activities. 
15. Tell me more about that… 
16. Why are you moving? 
17. Why are you renovating?  
18. Why do you want to change? 
19. Tell me all about what you have in mind? 
20. What are you trying to achieve? 
21. Are you working with an architect/designer? 
22. What are your plans? 
23. Are you clear about your plans or are you still working on them? 
24. Have you used a builder before? 
25. What will help you decide on the right builder/partner for this project? 
26. What’s your timeline? 
27. What’s your budget? 
28. What is non negotiable? 
29. Tell me more about your non-negotiables, the must haves? 
30. Why are they your must haves? 
31. What is negotiable? 
32. Please tell me what you want to achieve in the project? 
33. What is your ideal outcome? 
34. If money were no object, what would your dream project look like? 
35. How far along in the planning process are you? 
36. How did you hear about us/me? 
37. How many quotes are you getting? 
38. How many quotes have you received so far? 
39. Who have you spoken to so far? 
40. What is your proposed start date? 
41. What is your proposed end date?  
42. Why is that your proposed end date? 
43. What are you looking for in a builder? 
44. What are your experiences with renovating / building? 
45. What other builds or renovations have you done before? 
46. If so, where and what design type? 
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47. What are you looking for in this project? 
48. What was your past experience (building/renovating) like? 
49. What made it like that? 
50. What did you like about your last builder? 
51. What didn't you like? 
52. What’s important to you when selecting a builder? 
53. Would you like to see some of my/our past projects? 
54. What does home mean to you? 
55. What special requirements do you have for this <project>? (Planning a 

family, entertaining, hosting Christmas, going on holidays etc.) 
56. How do you make your decisions and who else makes the decisions? 
57. Who do we contact for decisions? 
58. Will you put your money into design and functionality versus styling? 
59. What do you know about sustainability (5, 6, 7 Star)? 
60. What is your preference on an eco friendly build? 
61. What does that mean to you? 
62. What finishes/materials do you prefer? 
63. What brochures, photos inspirations do you have? 
64. What do you know about getting your project approved/through council?  
65. Tell me about your experience in getting a build/reno started? 
66. What help do you need with this? 
67. How do we compare with others? 
68. Often the finishes I quote on and others quote on are different, can we talk 

about the different quotes you have so that we can compare exactly what 
the price differences are? 

69. Who else do you/we need to speak to before we go ahead?  
70. When can we start work? 
71. Shall we get started? 

 
 
 

Tip: Highlight the tricky questions you want to practice at your next client 
meeting. Write them down to help you remember. 
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On The Tools 

When you have one the job, asking questions shouldn't stop.  Check in regularly 
with your client about what’s important to them about their future home, about 
how they are tracking and feeling about their budget, the build, you. 
 
This is a stressful undertaking and you want them to feel as confident and 
comfortable as possible to tell you what’s going on. 
 
When you first win the job you should ask more exploratory questions and 
then you should ask questions to set up the ‘rules’ on how you are all going to 
communicate. 
 
Again highlight the questions you want to ask, write them down, type them up 
and send them to your client and let them know this is what you want to discuss.  
This will give them a ‘heads up’ and will make the questions easier to approach. 
 

Already on a job?  
Haven’t asked the right questions at the beginning?   
Relationships getting strained? 

 
That’s okay, take a deep breath and start again.  Let the client know you should 
have asked more questions in the beginning but want to get back on track. 
 
Remember these questions aren’t in order, you have to work out what’s going to 
work best and when. Just make sure you ask a lot of questions that aren’t 
about tile colors and where to put a recess, they will come naturally to you.  
 

Tip:  It’s the relationship questions that make the biggest difference to 
getting your edge. 

 
1. Tell me again, what ‘home’ means to you? 
2. Tell me more about your family, your lifestyle and the way you live in your 

space now? 
3. Tell me more about how you and your family interact and live in your space 

now? 
4. When you’re in the house together, how do you spend your time? 
5. What does each family member need or want? 
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6. Tell me about your extended family and friends? 
7. Do friends/family come to stay?  
8. How would you like to accommodate them? 
9. What type of entertaining do you do? 

10. What do you know about ‘alfresco’ living? 
11. Open plan, with quiet rooms, is very popular, what are your thoughts on 

this? 
12. What research have you done? (Online, TV, Display Villages, Home 

Expos, Magazines, Pinterest etc.) 
13. What’s your favourite room/space now? 
14. What do you like about your favourite rooms?  
15. What are your thoughts on/requirements for specialised rooms?  (Theatre, 

rumpus, music, reading, man cave, granny flats, attic conversions, chefs 
kitchen butler pantry, home office, study, cabana, etc.) 

16. What lifestyle/TV shows do you watch, get inspiration from? 
17. What designs are you inspired by? 
18. What cut outs, pictures, magazines, ‘mood’ boards can you show me? 
19. If we could save money what part of the project could we work with? 
20. Budgeting can be a challenge for some of our clients, how can we work 

together to make this <project> financially successful? 
21. What tools/systems are you going to use to manage your budget? 
22. What tools, systems, templates, are you going to use to manage your part 

of the project? 
23. How can we work together to make this <project> successful? 
24. What are your expectations for this build? 
25. What are your expectations of me/us during this build? 
26. What are your expectations on the timeline? 
27. Celebrating our achievements along the way is important, what would look 

like a win to you? 
28. What milestones should we celebrate along the way, so that we know 

we’re on the right track? 
29. How handy are you? 
30. What role would you like? 
31. To save money, would you like to be involved in the labour?  
32. Are you a detailed person or high level?  
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33. Some people just want to know the solutions; others want to understand 
the ‘problem’ too, what would work best for you? 

34. What’s going to be the best way we communicate about the <project>? 
(face to face, over the phone, email) 

35. What advice would you like from me about managing the <project> from 
your end? 

36. How often shall we meet? (My suggestions are…) 
37. Given that my work hours are ___am to ___pm, when between those times 

suits you best to discuss next steps? 
38. Who will be on site most often to make decisions? 
39. How shall we discuss things that get tricky or uncomfortable?  
40. When do you want to hold our weekly construction meeting? 
41. How can we lessen the construction impact for you? 
42. Is the work area secure? 
43. What arrangements have you made for your pets? 
44. What items from the ‘old’ part of the build would you like to keep for 

sentimental reasons or reuse? 
45. Have you considered selling/giving away parts of the <house> that are 

going to be removed? (eBay, recycling websites) 
46. What parts of the construction process would you like me to explain? 
47. Sometimes things get stressful throughout a build, what steps shall we take 

when that happens? 
48. How will we maintain the ‘rules’/our expectations of each other?  
49. What should we say to each other? 
50. How should we start the conversation? 
51. Let’s discuss how we will bring up when we’re feeling like, we, the build, 

the budget are out of control… 
52. How are we going to document changes and discussions? 
53. How shall we confirm our conversations and changes? 
54. What’s your understanding of a building contract? (The payment plan, 

warranties and guarantees) 
55. So that we have the same understanding, let’s talk about invoicing. What 

do you know about how instalments and payment plans work? 
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Building Your Reputation 

“The person who asks the most questions is in control.” 
 
The following questions will help you to build your reputation, your credibility 
and best of all your rapport with your clients. 
 
Builders often say they know they need to ask more questions, they just don't 
know which ones. Well these are some of the ones that with practice will lead to 
better communication, better communication leads to better relationships, 
better builds, happy clients and more sales.   
 

There are many great builders out there, but what about great 
communicators as well? 

 
Now you can have the Builder’s Edge! 

 
1. What are your thoughts/expectations on who speaks to and manages the 

subcontractors? 
2. On many jobs people change their mind, how will we manage any 

variations to scope, that you may have? 
3. When people change their minds, timelines change, how can we manage 

this? 
4. Sometimes mistakes happen, what’s the best way for us to discuss these? 
5. How shall we start the difficult discussions so that we both find it less 

stressful? 
6. What’s working well for you so far? 
7. What could we do differently? 
8. What are you happy about? 
9. What are you worried about? 

10. What’s keeping you awake at night? 
11. What’s on your to do list at the moment? 
12. What’s been on your to do list the longest? 
13. What are you finding challenging? 
14. How can I help you? 
15. How can we solve this together? 
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16. What challenges do you foresee? 
17. What opportunities do you foresee? 
18. What else can you tell me? 
19. Please tell me why you think this… 
20. How are you tracking to your budget? 
21. How are you tracking your purchases? 
22. How do you feel about the whole experience, so far? 
23. Tell me more about that… 
24. What could I have done differently? 
25. What would you have liked to have done differently? 
26. What do you think we did well? 
27. What do you think I did well? 
28. What’s your most favourite part of the project? 
29. What are you proud of? 
30. Would you be happy to refer me to you friends/workmates? 
31. Who do you know that is thinking of building/renovating? 
32. I am really proud of this job; can I please use you and your <house> as a 

reference? 
 

 
 
 

Tip: Spend at least an hour studying, analysing and practicing these 
questions. Just like any new habit they may feel strange to start, but we know 

they work. Persistence, practice and patience = The Builder’s Edge! 
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Want to master the art of questioning and discover your winning 
edge? 

 
Book in a coaching session to really get your head around… 

 
1. When to ask the right questions 

2. Why it’s so important to ask questions 

3. What questions to ask when you have a difficult 
customer? 

 
Many people buy this coaching session so that they know how and when to 
apply the questions in their business to achieve their winning edge.  
 
Want to book in a one-on-one phone coaching session with the Founder of  
“The Builder’s Edge” Business Accelerator?  
 
BOOK your Ignite Your Edge Coaching packages, Silver, Golden or Platinum to 
really get The Builder’s Edge. 
 
 
 

 
Book 

 
www.whatsyouredge.com.au/ignite-your-edge-coaching/ 

 
or email us 

 

buildersedge@whatsyouredge.com.au 
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What Other’s Are Saying 

 

We decided to purchase The Builder’s Edge after hearing Gabriella speak in depth about how 
you can use questions to get information from potential customers. Importantly for us, her 
presentation and our interactions with her business reflected the methods she had been 
teaching – ‘she lives what she preaches’.  

We also had a coaching call to work with Gabriella on our ‘elevator pitch’. I was a little unsure 
about telling people that we are anything other that ‘a custom home builder’, albeit a really 
good one. Gabriella worked with us on putting into a language that we are comfortable using, 
the vision and values that Rosin Bros is about, to help us stand out in our market.  

The session had a bonus in that we also came up with a practical idea that we will implement 
at the end of our projects to help our extended team of employees, consultants, suppliers and 
subcontractors understand our vision. 

I recommend the What’s Your Edge? services to builders who have committed to working on 
their business and who are prepared to be open with themselves and with Gabriella about how 
they currently deal with people that interact with their business. 

Our next step will be to work with Gabriella further on the questions to ask our leads and also 
how our staff should represent our business on the phone and in emails. 

Robert Rosin, Director, Rosin Bros 

 
 

Since being referred to Gabriella Horak by the HIA NSW I’ve been blown away by her 
engaging presentations at our Live events but more importantly by the outstanding feedback I 
have had from ALL of our clients who’ve had the pleasure of working with her. If you are 
interested in raising your business standards and giving your business a real edge, then you 
need to speak to Gabriella, I can’t recommend her highly enough. 

Kurt Hegetschweiler, CEO, The Builders Coach 

 


