
Index

10-year rule, 17

A
Acceleration:

corporate message example,
191–194

personal relationships, 67–78
professional relationships, 62,

63, 79–89
Access, gaining, 157–159
Accountability, performance

metrics and, 172
Advocates, client, 143, 150–151
Agreement, verifying and

gaining, 125–126
to search for solutions, 87–89

Airbags, 2–4, 11–13
America’s Brokerage, 137
Anderson, Jerry, 40
Anecdote, positioning message

and, 45–47
Approach:

differentiation, 25
preferred providers and,

54
Asset-backed financing, 156
Assumption:

client-centric, 14–16
vendor-centric, 12–13

B
Bain & Company, 144
BCCI, 49–50

value proposition, 187–190
Benchmark, 45

C
Calls:

preparation, 177–178
resistance to cold, 70
review, 178–179

Capabilities:
differentiation, 25
preferred providers and, 54
vendor-pitched, 8

Capital, inefficient use of,
156

Cash flows, how to value, 12
Cause. See CID, looking for
Chambers, George, 94–95
CID:

client preferences and, 110
decision-making process and,

114
invisible market, 160–161
looking for, 84–85

Citi Realty Services, 95
negotiations and, 136–137

Coaching, 179–180
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Cold calling. See Calls,
resistance to cold

Coldwell Banker Commercial,
40

Colliers International, 28
project/property difference

and, 93–95
selection phase and, 33

Colton, Jeff, 76–77
Commitment, invisible market

and, 163–165
Communication:

airbag messages and, 3
non-verbal, 32

Competition:
changes with, 83
client preferences and,

107–110
as motivation, 172
vs. position, 39–43
preferred provider positioned

against, 8–9, 13–14
Cost. See Pricing
Customer Satisfaction Survey

(CSS), 149
Cuthbert, Peter, 30–31, 94

D
Decision funnel:

client satisfaction and,
146–147

provider, 23
Decision making, 21–24

deliberate practice, 35–36
differentiation and, 24–28, 60,

61, 63

finding and aligning the
process, 113–118

hierarchy, 24, 54
invisible market and, 161–162

five stages of service
decision, 162–163

momentum
recommendations,
163–166

pricing and negotiating,
137–140

provider decision funnel,
23

SLIRE example, 28–33
Delivery, flawless, 188, 189–190
Demand, changes in, 83
Diagnostics, third-level, 64–65
Differentiation, 5–11, 24, 61

aligned, observable
performance objectives
and, 176

approach, 25
capabilities, 25, 54
decision-making, 24–25, 60,

61, 63
offers, 2–4
personal relationships, 24, 60,

61, 63
preferences, 60, 61, 63

observable performance
objectives, 175

professional relationships, 24,
60, 61, 63

project/property, 25, 60, 61, 63,
91–99

vendor, 5–11, 25
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Disruption:
best outcomes and, 52–53
preferences and, 101

Domination, market. See Value
zone, specialization of

DPR Construction, 149

E
Effort, preferences and, 101
Ericsson, Anders, 17
Execution:

preferences as client
differentiators, 25

seamless, 188, 189
Experience:

defining, 49–50
as a driver of preferences,

102–103
preferred providers and, 54
as a vendor differentiator, 25
See also Position; Rank

F
Familiarity. See Personal

relationships
Feedback, client-centric

proposals and
presentations, 125

Flexibility, 38
Fortune 1000 companies, 97
Four Pillars of Success, 187–190

G
GAAP, 137
Generalist trap, 38–39
Gensler, 75

client-centric proposals and
presentations, 121–122

Golf Digest, 18
Grubb & Ellis, 80, 81

H
Hake, Rich, 134
Hess, Bob, 97–98

I
Impact. See CID, looking for
Interest rates, changes to,

83
Invisible market, 153–155

deliberate practice, 166–167
service decision, finding and

aligning, 161–166
unqualified clients and,

155–161

J
Johanson, Lori:

negotiations and, 136–137
project/property difference

and, 95–96

K
Kipling Capital, 134

L
Legal issues, 83
Likeability, teaching, 75
Loyalty, client satisfaction and,

143–146
Loyalty Rules, 144
Ludeman, Chris, 137–138
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M
Meetings, as transactions,

158–159
Meissner, Tim, 135–136
Meissner Jacquet Investment

Management Services,
135–136

Mobley, Shawn, 80, 81
Momentum:

call preparation and, 177–178
invisible market and, 163–165
observable performance

objectives and, 176
Motivation, selling skills and,

171–172

N
Negotiation, 134

personal relationships and,
134–135

professional relationships and,
135–136

O
Objectives:

isolating, 125–127
negotiating strategic, 136
observable performance,

173–176
Observable performance

objectives. See
Objectives, observable
performance

Outcomes, defining, 50–53
Outsourcing, project/property

difference and, 93

P
Partnership, establishing a, 59–65
Performance metrics, tracking,

170–172
Personal relationships:

accelerating, 62, 63, 67–70
common ground, 70–71
deliberate practice, 78
fake sincerity, 77–78
maintaining, 75–76
observable performance

objectives and, 174
questioning, 71–75
selling time, appropriate,

76–77
differentiation and, 24, 60, 61,

63
as a driver of choice, 28
negotiation and, 134–135

Pinpoint planning, 188–189
Position:

competition and, 39–43
difference, preference, and

proof, 43–47, 56–57
See also Experience; Rank

PowerPoint, customizing, 62
Predictability, 188–189
Preferences:

differentiation, 60, 61, 63, 175
finding and aligning to client,

101–102
competition, 107–109

unhooking the, 109–110
deliberate practice, 110–112
educating concerns,

103–105
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previous experience,
102–103

risk evaluation, 105–106
vision, 106–107

understanding, 60
Presentations, client-centric,

79–80, 119–124
agreement, verify and gain,

125
client profile, 123–124
deliberate practice, 128–129
isolating objectives, 125–127
observable performance

objectives and, 176
selecting the presenter,

127–128
unique feedback, 125

Pricing, 131–134, 140
avoiding as a differentiator,

53–54
preferences and, 101, 103
preferred providers and,

54
as a vendor differentiator, 25

Professional relationships:
accelerating, 62, 63

deliberate practice, 89–90
gaining agreement to

explore solutions, 87–89
observable performance

objectives and, 174
questioning and, 81–82

changes, 82–83
CID, 84–85
give and take, 86–87

research and, 80–81

differentiation and, 24, 60, 61,
63

negotiation and, 135–136
Profile, client, 195

with questions, 197–198
Project/property differentiation,

25
client differentiation and, 60,

61, 63
finding, 91–99
observable performance

objectives and, 175
Proof:

positioning, 44–47, 56–57
preferred providers and, 54
rank as, 48–49
as a vendor differentiator, 25

Property difference. See
Project/property
differentiation

Proposals, client-centric,
119–122

agreement, verifying and
gaining, 125

client profile, 123–124
deliberate practice, 128–129
isolating objectives, 125–127
selecting the presenter,

127–128
unique feedback, 125

Q
Questioning, 71–73

accelerating professional
relationships

strategic, 81, 82–83
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Questioning (Continued )
tactical, 81

competition and, 108
decision-making process and,

113–114
preferences and, 105–106,

108
using caution with, 74–75

R
Rank, 26–27, 48–49. See also

Experience; Position
Regulations, changes in, 83
Reichheld, Fred, 144, 150
Relationships. See Personal

relationships; Professional
relationships

Religion, avoiding questions
about, 74–75

Requests for information (RFI):
project/property difference

and, 93–94, 95
search phase and, 29

Request for proposal (RFP):
accelerating personal

relationships and, 67–68,
80–81

avoiding low-level decision
makers, 138–139

client-centric proposals and
presentations, 122

decision making and, 23
performance metrics and, 171
preferences and, 110
project/property difference

and, 95

assumptions, 96–97
screening phase and, 31
search phase and, 29
selection phase and, 34

Research:
finding common ground and,

73–74
professional relationships and,

79–81
Risk:

best outcomes and, 51
preferences and, 101

educating about, 103–104
rank and, 26–27

S
Satisfaction, client:

accelerating personal
relationships and, 69

criteria, 146–148
measuring, 148–149

deliberate practice, 151–152
loyalty and, 143–146
referrals, 150–151

Screening service providers, 22,
39–43

Searching service providers, 22,
37–39

Selecting service providers,
22–23

Self-fulfilling prophecy, 55
Selling skills, 169–170

call review, 178–179
coaching and, 173–177,

179–180
diagnostics, 178–179
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recommendations, 177–178,
180

tracking performance metrics,
170–172

Sincerity, fake, 77
SLIRE, 28–33, 94
Smith Barney, 95
Solutions, gaining agreement to

explore, 87–89
Speed, best outcomes and,

52
Sperry Van Ness, 40, 159
Standard Life Investments Real

Estate (SLIRE) Inc.:
project/property difference

and, 93–94
screening phase, 29–31
search phase, 28–29
selection phase, 31–32

picking battles, 33
Statement of qualifications

(SOQ), search phase
and, 29

Straight from the Gut, 171
Strategic questions. See

Questioning
Surprises:

best outcomes and, 52–53
preferences and, 101

SWOT analysis, project/
property difference
and, 94, 95

T
Tactical questions. See

Questioning

Teaching points, 173–176
Technology, changes in,

83
Testimonials, client, 45

harvesting specific, 47–48
ThyssenKrupp, 97
Time, preferences and, 101
Trust, accelerating personal

relationships and, 68
Tucker, Jim, 159
The Ultimate Question Driving

Good Profits and True
Growth, 144, 149–150

U
Unqualified clients, 155–161
Urgency, invisible market and,

165

V
ValleyCrest Landscape

Development, 76
client satisfaction and,

144
Value:

aligning to, 175
observable performance

objectives and, 173–176
proposition

BCCI, 187–190
career satisfaction and, 3
company example,

191–194
zone

in the invisible market,
156–157
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Value (Continued )
specialization of, 41–43,

55–56
Variable rates, 156
Vendor differentiation. See

Differentiation, vendor
Virtuous cycle, 149
Visible market, 154–155. See also

Invisible market
Vision:

collaboration, 188
preferences and alignment of,

106–107

W
The Wall Street Journal, 86
Welch, Jack, 171
“What It Takes To Be Great,”

17
Winey, Dan:

accelerating personal
relationships, 75

client-centric proposals and
presentations, 121–122

Winning in the Invisible Market,
153

Woods, Tiger, 16–17
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