BOSS Guides

Questions to Ask Customers - Industrial & Warehouse

Good questions help salespeople understand how an industrial or warehouse environment operates and where support is
most needed. They also build credibility by showing awareness of the pressures and priorities on site. These questions
are designed to open up practical conversations, uncover challenges, and identify opportunities across multiple areas of
the operation.

Understanding the environment
These questions help you get a clear picture of how the site works day to day.

e How is your goods-in and goods-out area set up at the moment

e What are the busiest parts of the site during peak times

o Are there any areas where space or organisation is a challenge

e How do teams currently store tools, parts, or frequently used items

Exploring safety and compliance
Safety is a shared responsibility across most industrial sites.

e What are your main safety priorities at the moment

e Are there any areas where visibility or traffic flow is a concern

e How do you currently manage walkways, safe zones, or restricted areas

e Are there any upcoming audits or compliance checks you are preparing for

Identifying workflow and efficiency needs
These questions help uncover bottlenecks and opportunities to improve processes.

o Where do you see the biggest delays or slow points in your workflow
o Are there tasks that take longer than they should

e How do teams move goods or materials around the site

e Are there any processes you would like to make faster or easier

Understanding wear, damage, and reliability issues
This helps identify where durable, long-lasting products could add value.

e Are there any items you find yourself replacing more often than expected

o What tends to wear out quickest in your environment

e Have you had any issues with breakages or downtime caused by equipment
e Are there products you wish were more robust or reliable

www.bossfederation.com in BOSS Federation



BOSS Guides

Exploring supply and availability needs
Operational teams often need quick, reliable access to essentials.

e How do you currently manage stock levels for everyday items
o Are there products you often run low on or need at short notice
e How important is quick delivery for your team

e Do you prefer to order regularly or in larger, planned batches

Understanding purchasing and decision-making
These questions help you see how the customer buys and who is involved.

e Which teams are involved in purchasing for operational areas

o Do different departments buy separately or through a central process

e Are there any products you would prefer to source from fewer suppliers
e How do you decide which products or suppliers to use

Adapting your questions to the person you’re speaking to
Different roles on an industrial site have different priorities, so the questions you ask should reflect what matters to them.

o Warehouse or Operations Managers respond well to questions about workflow, bottlenecks, and movement
of goods.

o Health and Safety Managers focus on visibility, risk areas, and compliance.

o Facilities Managers care about site upkeep, cleaning, and maintenance routines.

¢ Maintenance and Engineering teams are most interested in durability, tools, and reliability.

e Procurement or Purchasing teams focus on cost control, supplier consolidation, and availability.

Choosing questions that match the person’s responsibilities helps you build credibility quickly and uncover more relevant
opportunities.

Choosing the right questions in real conversations

Good questioning isn’t about working through a list. It's about choosing the right question for the right person at the right
moment. A simple way to approach this is to start broad, then narrow in as you learn more.

e Begin with open, environment-focused questions to understand how the site works day to day.

e Listen for clues about pressure points such as safety concerns, workflow issues, or frequent replacements.

e Match your questions to the person’s responsibilities so the conversation feels relevant and natural.

e Avoid overwhelming the customer by choosing only a few well-placed questions.

o Keep the conversation flowing by using their answers to guide your next question.

e Focus on uncovering needs rather than interrogating - the goal is to understand their world well enough to
offer practical solutions.

Using questions in this way helps you build rapport, uncover genuine needs, and keep the conversation focused on what
matters most to the customer.
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Adapting your approach depending on the relationship

How well the customer knows you affects how you open the conversation, how many questions you can ask, and how
quickly you can move into operational detail. Adjusting your approach helps the interaction feel natural and respectful.

e Brand-new prospect
o Keep questions light and focused on understanding their environment. Avoid diving too deep too
quickly. Your aim is to build trust and show relevance without overwhelming them.

e Existing customer (buying other categories)
o You already have credibility, so you can explore operational needs with more confidence. This is a
natural point to ask about challenges in their industrial areas and introduce support they may not
know you offer.

o Existing customer (already buying industrial)
o You can go deeper into frustrations, gaps, and improvements. These conversations often uncover
wider site needs, cross-team opportunities, and areas where you can add more value.

e Dormant or returning customer
o Focus on what has changed since you last worked together. Ask about new processes, new teams,
or new pressures. This helps you reconnect and re-establish relevance.

What this means for the salesperson
These questions are not scripts. They are tools to help you:

e open relevant, confident conversations

e uncover needs that customers may not mention upfront

o identify opportunities across multiple areas of the site

e understand how the environment works and where support is needed
e position products as practical solutions to real challenges

Asking thoughtful, operationally focused questions helps you build credibility quickly and ensures your recommendations
feel grounded in the customer’s reality.

Key takeaway

Strong questions lead to strong conversations. When you ask about workflows, safety, organisation, and supply needs,
you uncover the real issues that drive purchasing decisions and position yourself as a helpful, informed partner.
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