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Who are your customers? 

• Could be anyone building or upgrading their home 

– Buyers
• Spend on average £8,000 in the first two years on their home 

• Sellers may need help creating a show home 

– Renovators 
• May want restoration work and/or replication 

– Self builders
• Like to create ‘bespoke’ features 

– Developers 
• 156,000 new homes registered to be built in 2015

• Eight year high 



Future trends



What are the latest trends? 

• 22% fall in number of homes changing hands
• Average stay is now 21 years 



Local sales volumes 

Nottinghamshire
Month Apr-15 May June July August September October November December Jan-16

Sales volume 906 1087 1231 1294 1203 1116 1397 1176 1138 831



Renovation: Buy to let market

“Britain’s young adults are no longer putting up shelves, 
hanging wallpaper or retiling bathrooms” 

According to MBNA  

Who’s fault: rise of buy to let landlords!

Why? 
Under 30s rent more than buy 

Landlords don’t let tenants do up their own properties 



Developers / Institutional investors

• Committed to building:-

– 1 million homes by 2020

• Main change to developers building:-

– Housing associations

– Institutional investors 

• Grainger; L&G 



Custom build / self builders

• Now receiving government support “right to build” 



Are consumers always right? 



Problem with consumers and property…

Property La La Land



How do you work with consumers 
with this mind set?



How to compete with cowboys

• Understand how they secure work

– Charming, secure trust very quickly 

– Sell ‘cash’ as a benefit 

– Can do the work ‘now’ 



Five ways to beat the cowboys



Beat the cowboys: #1

• Get clients to report them to Trading Standards, or do so 
yourself 
– Or tell me..kate@designsonproperty.co.uk

• Citizens Advice will also do it for you
– but it costs, so you could offer to ring on behalf of your client

https://www.citizensadvice.org.uk/consumer/get-more-help/report-to-trading-standards/

mailto:kate@designsonproperty.co.uk


Beat the cowboys: #2

• Educate your potential clients ‘what to watch out for’
– Why paying cash gives no protection

• If you charge VAT, why that’s a good thing

– Tell them about local horror stories 



Beat the cowboys: #3

• Explain why you are worth waiting for

– Fully trained

– Have insurance should something go wrong 

– Happy to give references 



Beat the cowboys: #4

• Talk about/offer warranties and guarantees

– What do you offer? 

– Why do you offer it? 

– What happens if they engage someone who 
doesn’t? 

– Have you a case study? 



Beat the cowboys #5

• Give information from trusted sources about 
rogue traders and their tactics 



http://www.propertychecklists.co.uk/articles/choosing-a-carpenter-checklist

http://www.propertychecklists.co.uk/articles/choosing-a-carpenter-checklist


What goes wrong with property projects 

• For ‘complaint’ read ‘poor communication’

• Consumers 

“Don’t know what they don’t know, so they don’t 
know to ask….”

The key problems are normally

Quote was done some weeks/months ago

They change their mind (!)

You may forget / confuse with another job

Something minor eg cigarette butts



How do you deal with problems?

• The five ‘A’s’

– Always, always put things in writing 

– Always go through the job with them face to face 

• Always make sure any changes are costed and SIGNED 

• Always mark the area where the work will be done



Turn complaints to compliments

• “Sorry” is a very useful word 

“I am sorry you feel that way” 
“I am so sorry you don’t feel I have done a good job”

• Say how you ‘feel’ 
– You feel you did the job you were asked 
– Refer to any written evidence 

• Ask what they expect you to do to put things right
– Is it fair? 
– If not what could you do for them? 

• Be aware that some people are just out to save money




