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Best Practices ror

Operating Great Showrooms

Consistency in how you run your showroom
is paramount for maximum success.

Showroom of Bimco Corp,,

Winston-Salem, NC.

am so very pleased and proud 1o write a

S0th anniversary article for Sureey Howse

Tises. This terrific magazine has been

serving this great industry for 50 years! I'm
not sure what the “life™ of trade magazines is, but
Tl ket very few have had the impact and lasting
rwer that Surrey House Tises has,

My history with thisindustry goes back alimost 1o
Charlie Horvon's very first edition. | knew Charlie
pretey well. We shared meals in each other’s homes,
We knew cach other’s families — and we both had
a passion for showrooms. We both knew J“'p in
our minds and hearts that showrooms should be an
important part of the plumbing whobcsaler’s busi-
ness, M Chadse w;':'clnlnkl.nt;:hm'n o 1% righ! AW,
he'd be very pleased with how far the showroom
part of the wholesaler's business has [lruBn'n.l.-d.
Charlie could be n controversial “old hoot.™ but
nobeddy — 1 mean nobody
'u.ui-,m and well- I'I'u.'.lllil'll-_'. elforts for our industry,

- coulld question his

God bless Charlie Horon and congratulations o
Surrey Housn Tisees, Our industry wouldn't be
wihat it is today withoit you!

To help commemaorate this milestone 've pat
together a list of abowt 30 Best Practices tha |
believe every showroom should incorporate into
the management of their operations. Best Prac-
tices should be written. bearned and practiced by all
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miembert of the showroom team. Take thit list and
customize it for vour business, 18 will get evervone
1~'.1lhl1rl and 1.'.5k|.n[.'.l|1(' same Iﬁl,'i.iﬂf:f‘.l:ﬂﬂ fistemcy
in how vou run your showroom is paramount for
MK TV SICCORs,

The fn“nwing Rest Practices have been bro
ken out by categaries but have not been put in
any order of importance. That's your job. Some
items in this list only management can respond 1o
and act upen — but many are for every member
of your team. Pve covered a lot of these in past
artiches, but this will serve as the "best of the best™
practices. | don’t have the space (o go into great
detail, but most items are self-explanatory, IMthere
are any you'd like more explanation on, just e-mail
me and U'll be glad 1o elaborate.

General BEST PRACTICES

Batsimess Plam, Develop awritten, well-though-
out 3-year business plan for the showroom part of
the business,

Location, Location, Location! Your showrosm
has to be convenlently located to your main cus-
tomer base. Your primary “shoppers”™ are mst
Jlkt'|'g' hameawners, dl.':.ignl.'n and builders, l;umg
accessible to these people is importan.

F.I‘.I‘r“'l‘]"-'. A Hl.'llld']l“?killt{ h'llliljillﬁ “ilh mce
landscaping creates a great first impression,

Quiside Approach, The framt windows and
entramce also are part af this all imporian first
impression

Inside Approach. The first step inaide the from
daor will EIVE your prospects the overall look and

leel of your showroom within the first 30 seconds,

Hank Darlimgbon, oweer of Dardinglon Congufling,
writes several monihdy articles for magazines,
feaches seminars, and offers & full range of small
irsimess consulting services to kitchen and bath
dealers, distributors and masulacturess. Hank
Dardington was inducted into the Hall of Fame by the
Kational Kitchen & Bath Association in April 2004. He
can bz reached at 2010 Granite Bar Way, Gold River,
CAGS670.: Phone: 91658526855, fm: 916/850- 8856,
e-mail: datinglonconsuiang@gmai com.



Yo can win or lose then right here.

Welcome. Meeting and greeting the cli-
enthas tobedone quickhy, with enthusiasm.
a big soile amd a sincere “Welcome, we're
plod vou're here” opening statement.

Qualifying Prospects. Within 10-15
mintes vou should learn all you need 1o
know as to whether or not the prospect is
someone worth vour time and effort.

Waork Stations. Work stations must be
conveniently locoted and neat and clean.

Product Diversification. Showing and
selling a nice diversitication of products is
inportant, Todays clicnts want “one-stop
shopping.” OMfering more products and
services will not omlby bring inmore clients,
it will add 1o revenues and profitability.

ADA Accessille With Fasy Flow. Gel
help from a professional if necessary.

“Wow" Displays. Have at least one
“wow"” display and a couple of warking
displays.

Group Like Products Together. You can
de this by product and style.

Display Boxes, Use vour own boses and
beards for displaving products,

Muodel Numbers And Prices, Put YOUR
model mumbers and YOUR prices om all
display praducts.

Signage. All signage must be profes-
sionally done and consistent.

Cleardiness, The entire showroon must
be clean —all the time.

Therme. The showroom style, color and
theme must be up-to-date and attractive,

Displays. Displays must be well acces-
sorized. Make all display areas feel like
(ISTRITER

Lighting CGood lighting is very important.

Murray Supply's The Fuller House showroom, Winston-Salem, NC.

Get professional help if necessary,

No “Holes™ Ever! Complere all displavs
using strainers, waste and overflows, et
Mever “rob” products off displax.

Lp-Te-Drate And Current. All dis-
plays and products must be kept current
and up-to-date. Outdated product does
vou no good, even ifit looks pood.

Restrooms. Public restrooms must be
stylishyand clean.

Technelogy, Clilize flat-screen moni-
lows 1o tedl the story of your company and
provide product inlormation.

Software. Showroom software must be
customer AMD emplovee fricndly,

Consisfency. The overall ook and fed
of the showroom must be consistent with
the price point of the products being sold.
Higher-end products demand a higher-
coud feeland ool

Top Management Involvement. Top
management has o be very invaleed in the
viston and operation of the showroam.

Learn Retail. Everyone must learn retail
and merchandising, The showroom busi-
ness 18 very different from the whobesale
side of the business,

Teamwork. The showroom side of the
business and the wholesale side have 1o
understand each ether and work topether.

Your “Best Proctices.” You should
develop a written Hst of Best Practices tha
everyone follows,

Marketing
BEST PRACTICES

Potential Clients. Markel the show-
room to ALL potential customers and seif

Crescent Supply, Pittsburgh, PA. Photo courtesy of Robert S pore,
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for them! A buayer is o buver!

Muargin. ¥oke nnargin more Dnportan
thien sales volome. Set s goal of 35%
for vour gross profil margin on sales,
To achieve this; the discoum to pumb-
ers must be smaller than the discounts
extended on over-the-counter and out the
warchouse door sales,

Marketing Plan. Write an annual,
detailed marketing plan. This should
include o Tudget {3-5% ol chowroom sales)
and an itemized list of all advertising, pro-
mations and public relations activities.
Identily wlw, whal, when, where, ¢,

Slrowroom Hours, Have retail, custom-
er-iriendly showroom hours, This means
Being open on Saturdays and possibly one
evening. Encourage appointiments, bt
don’t male them mandatory.

Target Customer, Delermine who your
Largel customers are going to be, Then
market the showroom to them.

Quote Time, Complete and deliver to
the customer all quetes within 48 hours,

Ordering Product. Order product in
two phases: rough and trim. This saves
money Teom being tied up in inventory
too long.

Tag and Hold, Offer "tag and hold™ for
up b 45 days, Mark every product showing
what roorm it will be installed in.

Delivery. Offer jobsite delivery and
charge a fee for iU il appropriale.

Freight Charges. Be sure 1o cover your
incoming freight charges -
little om il

Closing Area. Have an area to lay oul
ans, talle ane close the sale,

Refreshments, Serve mefreshments in

- and make a

misnnbhiibhd sarmi MarsbB WON0 L]



Best Proctices

a first-class way wsing china cups, oc.
Offer an assortment of beverages and, i
appropriste, snacks,

Advertising. Beoreative withalladver-
tising, promotions and public relations,

Human Resource
BEST PRACTICES

Jobr Descriptions, Have detailed job
descriptions for all showroom personnel.

Ferfornance Evaluations, Do twice-
yearly job performance evaluations with
all showraom personnel,

Trviming Pragram. Develop a detailad,
written training program. Conduct al
least 1w staff meetings 3 montlh b scoom-
plish training and te communicate with
emplovees an all items of imporeance.

Teach Selling Skills, Learin the fech-
nigues of meeting & greeting, qualifyiog,
presenting products and services, articu-
lating valwe {of salespeople, e company.
prosducts and services], making concerns
and ebjections go away, closing the sale

and alter the sale activities, Learn how 1o
doall of (hese things well and then prace
Lige, proclice, practice!

Policies And Procedures, Wrile a
detailed Policy and Procedures Manual
that spells oul all activities s everyone
will do evervthing the same way.

Do shese things the BEST and be the
biesiz hiive, teaiu, motivate, compunioate,
COMRsale.

Financial
BEST PRACTICES

Profir Center. Treat the showroom
as an independent profit center, Know
whether it is making or Iosing maney,
Enow what the retur on your invest-
ment 5.

Fineneialstatements, Generme month-
Iy and annual finencial statements for the
showroom. Study them and react to them,
Theey are your reporl cord on b well the
shiwroom s perfonming.

Budgets, Do an annual and monthly

budget for the showroom. Use this as a
guideline and eliminate sirprives,

Serles And Margin Goals, Develop
memhiy and annual sales and margin
moals for all sales consultants, Credte ai
imcentive progam that reveards achieving
and excesding these goals.

How many of those Best Practices
do vou follew today? How many athers
should vou incorporate into your busi-
nesa? You won't agree with all of them,
and that’s okay. Pve drasn From oy expe-
tience runming a successiul showroom
business and Trom 12 vears of warkiig
with M0+ very successful showroom
businesses. Please use this fist as o stan-
ing point to write your own list of Best
Practices, IF you have questions or necd
help, juat e-maif me!

Congratulalions toeveryoneat Surewy
Hotse Timns — past and present — for
a terrific first 30 verrs. Moy (he next 50
b even betier! <<



