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Best Practices

Customers... often feel a sense of 
vulnerability when Contractors enter 

their home to do their work. Some may 
worry that their house is too messy.

FOUNDER, CEO WARRIOR
by Mike Agugliaro

5 Factors that determine whether a  
customer will hire you (or your competitor)
There is a critical process that every customer goes 

through when they hire a Contractor. If you can 
master one key point in this process then you’ll 

win more jobs from more customers and dominate your 
market.

The process is simple, and probably no surprise to 
most of us (since we all experience it ourselves when we 
buy things). 

1. It usually begins when a customer 
understands that they need or want 
something

2. Then the customer decides who to 
hire to fulfill it

3. Then the customer purchases the 
product or service that will address what 
they need or want

That generally describes the process that most cus-
tomers go through, although some industries may vary 
the process slightly. In the Contracting industry, step 2 is 
made up of sub-steps that probably include the customer 
looking at the marketing materials of local Contractors 
and collecting estimates.

As a Contractor, it may feel that you have little control 
over this process; that it’s up to the customer. However, 
if you understand what a customer is looking for during 
the decision-making process, you can shape your mar-
keting to address what they are looking for.

Therefore, when creating marketing materials, you 
should be asking yourself one key question: What qual-

ities are customers looking for when they are deciding 
which Contractor to hire?

I’ve identified 5 qualities that most customers are 
looking for. When you put these 5 components into 
every marketing piece you create, you’ll win more busi-
ness over your competitors who aren’t including these 
components. 

that you’ll show up and say “oh, this is too big for us” 
or “oh, we’ve never seen this before!” They want the 
assurance that you know what you are doing and can 
solve the issue easily. Therefore, your marketing needs to 
give them that peace of mind by communicating your 
expertise and ability to do the job.

#5. No judgement. Customers don’t want to be 
judged but they can often feel a sense 
of vulnerability when Contractors en-
ter their home to do their work. Some 
may worry that their house is too messy; 
others may wonder what you’ll think of 
them based on their furniture. Of course 
you don’t care but customers feel vulnera-
ble and your marketing should show that 
you don’t judge anyone. 

Summary
When a customer is deciding who to hire, they review 

a number of marketing materials from local Contractors 
and the quickly and unconsciously run every marketing 
material through a filter of these five components. The 
Contractor whose marketing contains more of these 
almost always wins.

Use these five components as a simple checklist when 
designing your marketing materials to make sure every 
marketing piece communicates these things. From im-
ages to words to branding to the type of media you use, 
make sure you build each of these five components into 
every marketing piece you do to create the most effective 
marketing you possibly can. 

Mike Agugliaro is a Business Warrior on a mission to change 
the lives and businesses of service business owners. Mike and 
his business partner started and grew a struggling home ser-
vice company into a multi-million dollar empire before selling 
the company in 2017. Today Mike is an author, speaker, and 
mentor; and he’s the co-founder of CEO Warrior, a high level 
coaching and training organization for home service busi-
nesses. Learn more about Mike and CEO Warrior at www.
CEOWARRIOR.com.
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#1. Value. Customers want to know that they will be 
receiving good value from you. Of course “value” might 
be measured differently from one person to another, 
since a customer in a luxury market might assign more 
value to a sense of exclusivity and personal service while 
a customer in a budget market might assign more value 
to receiving the lowest price. Therefore, your marketing 
needs to show that you provide a lot of value for your 
customer (based on the kinds of things they feel are 
important).

#2. Simplicity. Customers are busy and they don’t 
want to jump through hoops to get your service. If your 
service looks complicated or if there’s a lot they need to 
do first in order to receive your service, they may keep 
looking until they find a Contractor who will make 
it easier for them. Therefore, your marketing needs to 
show how simple and step-by-step your service is to get.

#3. Speed. Customers want what they want, and 
they want it right now. They don’t want to wait very 
long, and they definitely don’t want to be kept in the 
dark about how long things will take. Therefore, your 
marketing needs to show that you are quick and efficient 
(without cutting corners, of course). 

#4. Confidence. Customers want to have the confi-
dence that you’ll be able to do the job. Some are worried 

WALDWICK,, NJ —  Kevin Armistead, Chief Op-
erating Officer of Armistead Mechanical, Inc., – a 
provider of mechanical construction, engineering 
and contracting services throughout the New Jersey/
New York area – has been appointed President of the 
Mechanical Contractors Association of New Jersey 
(MCANJ), effective July 1. Armistead also will con-
tinue his role as a member of MCANJ’s Finance, Leg-
islative and Labor Policy Committees, as well as his 
position as a trustee for UA Local 274 Pipefitters.  At 
the national level, he serves on the Mechanical Con-

Kevin Armistead, appointed President of MCANJ
tractors Association of America (MCAA) Government 
Affairs Committee and the Safety and Health Com-
mittee. Armistead has been a co-owner of Armistead 
Mechanical for nearly 30 years and helped spearhead 
the company’s growth.

“It is an honor and a privilege to be trusted by the 
MCANJ with this new role as President,” said Armi-
stead. “The MCANJ is an organization that truly binds 
mechanical contracting experts throughout the Gar-
den State, and I look forward to helping them further 
their already significant accomplishments.”  


