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• Why client values matter
• What kind of people make clients

happy?
• Why firms hire people clients may not

value
• How to recruit client-valued

professionals

Points we’ll consider:
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My guess about your firm:

  Rarely ask clients about your people
  Hire carefully for competence and cultural fit
  # of client-valued employees proportional to

general population
  Think they’re unusual; you’re lucky to have

them
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Competence and fit:

Necessary,
but not sufficient
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What you ignore:

  interdependent skillset
that makes architects successful with

clients
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I hit a nerve!
I hit a nerve!

They’re arrogant

They don’t listen

They have their own
agenda

They’re beaten up by
their own firms!
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What’s (still) the problem?
Lack of …

2.  Training and Coaching

1.  Hiring for client-valued traits
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“I select people, period.  I
don’t care what firms they

work for.”
-- Brian Ferguson,

Corporate Real Estate Director,
PriceWaterhouseCoopers
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Clients rehire firms
based on the

experience of working
with their people
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Concept #1: 

Rehire

Seek accounts, not
“repeat clients”.
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Concept #2: 

Experience

The experience is the
marketing.
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What was it like to work with XYZ,
Inc.?

Common answers

• It was fine
• No hassles
• Did what we asked

The unusual firm

• Helped anticipate needs
• They “got” what we were

trying to do
• Made it easy
• I felt like we were all on

the same team
• It was actually fun
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Does anyone stand out?

• Most clients cite the principals, say “no”
or have to think about it

• Few employees singled out
• Same employees get repeat mentions
• Clients remember people better than

firms
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What are the
traits that clients

value?
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Interview questions

1. Do you agree with my premise?
2. What do best individuals have in common?
3. Do you value different qualities in designers

vs. project managers?
4. What are the traits of ineffective individuals?
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Recurring Themes
(regardless of market)

• Embrace who we are
• Don’t make us teach you

• It’s all about behavior and attitude
• Make our organization more

important than yours
• Take responsibility



17

5 Fundamental traits

1.  Organizational competence
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Organizational competence

Decision-making
processHierarchy

Goals
(implied and

stated)

Behavioral
Protocol
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5 Fundamental traits

1.  Organizational competence
2.  Bias for co-creation
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Bias for co-creation

Client Architect

Solution
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5 Fundamental traits

1.  Organizational competence
2.  Bias for co-creation
3.  Situational specialization
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Situational specialization

Economic 
analysis

Financial 
feasibility

Needs analysis

Program

Design

Construction

Client
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5 Fundamental traits

1.  Organizational competence
2.  Bias for co-creation
3.  Situational specialization
4.  Relationship-savvy
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READ THIS ARTICLE:

“Relationship Management”
By Theodore Leavitt in

The Marketing Imagination
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What relationship-savvy people know

Rehash the pastPlan the future

Shift blameAccept responsibility

Fire drill/emergency responsivenessRoutinize responses

Talk about making good on the pastTalk of “our future together”

Personality problems hiddenPersonality problems aired

Use long-winded communicationsUse jargon/shorthand

Only respond to problemsGet to problems

Use “owe-us” legal languageUse “we” problem-solving language

Wait for service requestsMake service suggestions

Accommodative languageCandor in language

Make justificationsMake recommendations

Make only callbacksInitiate contact

Bad thingsGood things

From Theodore Levitt’s
The Marketing Imagination



26

David Maister’s rules for building
a great relationship (abridged)
1. Be available to your partner
2. Work really hard at listening and

understanding
3. Spend time with each other with no

agenda
4. Spend time off the issue
5. Communicate frequently
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5 Fundamental traits

1.  Organizational competence
2.  Bias for co-creation
3.  Situational specialization
4.  Relationship-savvy
5.  Client leadership
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They’ve hired you: now
you’re in charge

Personal conviction
Teamwork

Think for your client
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??The big question:
can you hire for these traits?
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Typical hiring process

Candidate

requirements

Sourcing

Selling

Interviewing

Reference 

checking

Description Client thinking
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Interviewing candidates

• What do you do when your client asks you
something you can’t answer?
• Give an example of your resourcefulness.

3. Situational
specialization

• Describe your workstyle after you have
developed the program.

2. Bias for co-
creation

• Give an example of how you’ve been able
to help a client navigate through their own
organization?
• What’s your feeling about the bureaucracies
you encounter?

1. Organizational
competence
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Interviewing candidates

• What do you do in the first meeting with your
clients after you are awarded the project?
• How do you view your role when a consultant
doesn’t deliver on time?
• Describe a situation you’ve been in where a
client got off-track and you were able to redirect.

5. Client
leadership

• How have you handled personality difficulties
with your clients?
• What do you do when you see a problem
coming?

4. Relationship-
savvy
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Reference checking

• Did you feel part of the process of finding a
solution to your problem?
• Did he/she keep you informed along the
way?

2. Bias for co-
creation

• Did this person understand how decisions
are made in your organization?
• Were there any organizational gaffs when
you worked with this individual? How were
they resolved?
• Did you feel that you were heard when you
talked about some of your challenges?

1.
Organizational
compentence
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Reference checking

• How did you approach project meetings?
• Can you think of a time where you had an idea
that was redirected by this person?
• If you think about the leadership position you
expect this person to assume, did they live up to
it?

5. Client
leadership

• What did you learn from this person?
•On a scale from bugging you to unavailability,
where was this person?
• What changed after you selected the firm? After
the project was complete? Was it fun?

4.
Relationship-
savvy

• When you needed something this person
couldn’t provide, what happened?
• Did you ever get a sense of “that’s not my job”?

3. Situational
specialization
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Overall Recommendations

1. Cultivate “FOFs”.

2. Throughout the hiring process,
     be unusual.
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Boring ads
Small industrial planning and
design firm looking for a
registered architect to support
and expand industrial client
base. Person must have good
interpersonal skills, good
working knowledge of
AutoCAD 2000 and
experience with
office/industrial facilities.
This is a great opportunity for
a motivated professional.

Job Description:
Premium engineering firm
needs a Senior Level
Architect. Excellent pay and
benefits and upward mobility.
You would be involved in
commercial, municipal, and
industrial projects.

Job Experience:
Minimum 12 years
experience; registered;
dedicated;  BArch; 5+ years
experience
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Overall Recommendations
3. Hunt where the ducks are

4. Put  client-facing people on your hiring
team

5. Make an example of client-valued people
in your firm

6. Teach by example
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What have we learned?

Competence and fit not enough
Clients not happy

Five fundamental traits
Inject client-thinking into hiring

process
Celebrate the people clients value
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Questions for you:

• Are client-valued people valued by their
peers?

• Can client and firm values conflict?
• Should all people be valued by clients?
• Can you enhance client’s view of

existing employees?
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Breuer Consulting Group
The Maritol, Pier 50

Terry Francois Boulevard
San Francisco, CA  94107

Tel 415 856-0670
Fax 415 856-0671

mary@breuerconsulting.com
www.breuerconsulting.com


