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Hostmanship is more of an attitude than a sales technique, and it 
works

by Ed Brenegar, Columnist
published July 23, 2007 12:15 am
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Question: The idea that we are our business’ host and that our customers are guests
is a new one for me. It seems to be basic common sense. Is this just clever spin or
does this idea really make a difference?

Answer: The idea of hostmanship is not just a clever marketing idea. It is an attitude 
where you see your customer as a guest and you as their host.

Does it work? According to Tom Taylor of BB Barnes, it does. 

He wrote to tell of the company’s hostmanship experience.

Tom tells the story of a couple who came into the store to buy some plants. While
browsing the store they began to look at some wicker furniture. Tom and one of the
other “hosts” described the features, benefits and price, and offered to let them take
fabric samples home.

They declined the samples, but came back the next day and picked them up along 
with some more plants. 

The third day the couple returned with the samples, tried out sitting on the furniture 
and decided to return the next day to make their purchase. 

The fourth day the woman returned and purchased the furniture. They moved beyond 
the typical salesperson-customer relationship as they discussed personal health 
issues. They had some difficulty picking out the fabric, so Tom brought in two other 
BB Barns hosts to help her make her decision. 

The sale is completed, delivery date set. 

The fifth day they returned to buy more plants. 

The husband commented, “You know what, Tom, everyone in this place treated us
like honored guests from the time we walked through the door until we left. You seem
to have a unique community of people who show a real passion for their work. They
are friendly, knowledgeable and patient.”

His wife said, “You know, you people at BB Barns are the best group of people we
have ever dealt with in a store. Even your delivery people were special.”

At the end of the week, her husband, reflecting on the experience said, “You know
what? We came in here five days ago to buy just one plant.”

Tom Taylor’s comment to me: “So what happened here? Someone came in to buy
one plant and ended up spending over $3,000. Why? It is really very simple. We
treated them as ‘guests’ rather than customers. We all acted as ‘hosts’ as they went
from furniture, to annuals, to the nursery. And all along the way, they were engaged
and treated like a friend. But it’s important to note that it took a community of ‘hosts’ to
complete the picture. Do we have a GUEST for life? You bet we do.”

Hostmanship works when it is understood as an attitude of caring rather than a sales 
technique. It is an attitude of welcome and engagement. 
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It is about fostering an atmosphere where a long-term relationship with a customer
can form. It’s working for BB Barns, and it can work for you.

This is the opinion of Ed Brenegar, a leadership consultant and coach in Western 
North Carolina. He can be reached at ed@edbrenegar.com and additional 
commentary read at http://edbrenegar.type pad.com.
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