INTERVIEW PACK AND SCORECARD
Landscape Account Manager
Commercial Landscaping
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WHAT THIS SEAT IS
Owns a book of commercial properties: contract renewals, enhancement sales, walk-throughs with property managers, budget conversations, and the triage when a client is unhappy. Part client relationship, part horticultural judgement, part margin management.
HOW TO USE THIS
Ask the questions as written. They are technical rather than behavioural because a commercial trades hire fails on what the person can do, not on how they describe themselves, and because a question about a real piece of equipment cannot be answered from an interview-prep article.
Score against what a strong answer contains, which is printed under every question, rather than against how fluently the candidate speaks. That line is the difference between a scorecard and a feeling. Where a follow-up is given, ask it: it is chosen to separate someone who has done the work from someone who has read about it.
Write what the candidate actually said in the Said box, not your impression of it. You will be comparing notes with someone who was not in the room, and an impression does not survive that conversation.
RATING SCALE
	
	What it means

	1
	No evidence in the interview

	2
	Some evidence, not enough for the seat

	3
	Clear evidence, meets the seat

	4
	Strong evidence, beyond the seat


THE MISTAKE THIS SEAT INVITES
	Hiring a salesperson without the horticulture. Property managers notice quickly when the account manager cannot answer a question about their own site.


TECHNICAL QUESTIONS (16)
	Q1
	Walk me through a renewal conversation with a property manager who thinks the price is too high.

	Strong
	Starts before the renewal rather than at it, so the conversation is about a year of documented service rather than a number. Brings what was delivered - visits completed, issues caught, enhancements, storm response - and what has changed in cost. Separates price from scope and offers to reduce scope rather than rate, so the client chooses what they are giving up. Knows which parts of the contract they will not discount and says so without apology.

	Then
	What do you take off the scope first when a client needs a lower number?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q2
	How do you find enhancement work on a site that already looks acceptable?

	Strong
	Walks it as the client's boss or their tenant would, not as a landscaper: the entrance, the signage, the view from the front door, the areas that look tired rather than broken. Looks for plants past their life, beds that have lost their shape, lighting, seasonal colour, drainage and irrigation efficiency. Proposes things with a reason the client can repeat upwards - tenant retention, curb appeal, water cost - rather than a list of plants.

	Then
	What enhancement sells most easily, and why that one?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q3
	A crew has damaged a client plant. What do you do in the first hour?

	Strong
	Tells the client before they find it, with what happened and what the fix is, rather than waiting to be asked. Gets it photographed and the replacement organised. Does not debate whether the plant was already failing while the client is annoyed. Separately, finds out how it happened and whether it is a pattern with that crew. Says that the recovery from a small mistake handled well is usually a stronger relationship than no mistake at all.

	Then
	Who tells the client - you or the foreman - and how fast?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q4
	A client wants a credit for a missed visit. How do you handle it?

	Strong
	Checks the record first - whether the visit happened, what was done, and whether it was weather or a crew failure - and answers with facts rather than a reflex credit or a reflex refusal. Gives the credit where they are wrong, promptly and without being argued into it. Where the visit happened but the result was poor, offers to put it right instead. Knows a fast, fair answer on a small credit buys more than it costs.

	Then
	When do you credit, and when do you re-service instead?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q5
	How do you walk a property with a client and come away with work rather than a complaint list?

	Strong
	Walks it before the client does, so they already know what is wrong and have an answer ready for each item. Opens by raising the problems themselves, which takes the complaints off the table and establishes they are paying attention. Then moves the conversation to what could be improved and what it costs. Takes notes and sends a written follow-up the same day with the items and prices, because the walk is worth nothing without that.

	Then
	What do you send after a site walk, and how quickly?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q6
	What do you do with an account that is profitable but miserable to service?

	Strong
	Finds out why it is miserable - access, an unreasonable contact, scope creep, a property that is underpriced in hours even if it shows a margin - and fixes the fixable part rather than letting the crews absorb it. Has the conversation with the client about what has to change. Says plainly when the cost is the crew turnover it causes, which does not appear on the account's margin, and when they would recommend resigning it anyway.

	Then
	What does an account like that cost you that does not show up in its margin?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q7
	How do you price an enhancement so it gets approved and still makes money?

	Strong
	Prices from real labour hours, material and disposal rather than a square-foot guess, and includes the access, the clean-up and the follow-up watering that enhancements always need. Presents it against a benefit rather than as a cost, and offers options at different levels rather than one number, because a single price is a yes or a no. Knows which enhancements they consistently underprice and has adjusted for it.

	Then
	Which enhancement do you most often lose money on?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q8
	What does your renewal conversation look like, and when does it start?

	Strong
	Starts months before the term ends, not weeks, and ideally as a running conversation rather than an event. Knows their client's budget cycle and gets the number in front of them before the budget is set, because after that there is nothing to negotiate with. Comes with the year's record and a proposal for next year that includes improvements rather than only a price. Knows who actually signs, and whether their contact is that person.

	Then
	When is your client's budget set, and are you in front of them before it?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q9
	How do you build a renewal proposal that reflects actual cost?

	Strong
	Uses the hours the property actually took rather than what was bid, and knows where that came from - growth, scope that crept in, access, or a crew that is slow. Carries labour, fuel, disposal and material increases explicitly rather than as a blanket uplift, and can show the client what moved. Prices the property they are servicing now, not the one in last year's contract, and raises the scope creep as a conversation instead of absorbing it again.

	Then
	How much did the property you service now grow beyond what is in the contract?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q10
	What is your approach to a property whose scope has quietly grown?

	Strong
	Documents the difference between the contracted scope and what is being serviced - areas, beds, visits, extras that became routine - with dates where they can. Raises it as a correction rather than an accusation, usually at renewal, and offers the choice: pay for the additional scope or take it back out. Says this is usually their own fault for letting it accumulate, and that they now log extras as they happen rather than discovering them at renewal.

	Then
	How do you keep scope creep from accumulating in the first place?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q11
	How do you handle a property manager who has just taken over the account?

	Strong
	Gets in front of them early rather than waiting to be summoned, because a new manager is reviewing every contract and the incumbent is the default suspect. Brings the history - what has been done, what is scheduled, what the previous manager had asked for - and asks what their priorities are, which are usually different. Walks the property with them. Knows this is both the biggest risk to the account and the best chance to grow it.

	Then
	What do you bring to the first meeting with a new property manager?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q12
	How do you set expectations with a new client in the first ninety days?

	Strong
	Agrees the specifics in writing at the start: visit frequency and days, what is in scope and what is not, how enhancements get approved, who to call, and what the property will actually look like through each season. Walks the site with them early and again after the first month. Over-delivers on something visible in the first weeks. Knows most accounts that are lost in year one were lost in the first ninety days by assumption rather than by poor work.

	Then
	What do you make sure a new client understands before the first visit?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q13
	How do you handle a storm or snow season that blows through the client's budget?

	Strong
	Keeps the client informed as it accrues rather than presenting a total at the end, with event-by-event records of times, conditions and what was done. Knows what the contract says - per-event, seasonal, or a cap - and raises it the moment the trend is clear so the client can go for more budget while there is still time. Does not stop servicing without a conversation, and does not quietly keep going and invoice a surprise.

	Then
	At what point in a bad season do you ring the client, and what do you say?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q14
	What does your handover to operations look like when you win new work?

	Strong
	Hands over what was actually sold rather than a signed contract: the scope, the site walk notes and photographs, what the client cares about most, access and timing constraints, the problem areas, and anything promised in the sales conversation that is not in the document. Introduces the foreman to the client. Says that most service failures on new accounts come from something promised in the sale that operations never heard about.

	Then
	What have you promised in a sale that operations found out about late?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q15
	How do you forecast a book of business for the year?

	Strong
	Starts from the contracted base and what is at risk - contracts in their final year, properties being sold, contacts who have left - rather than assuming renewal. Forecasts enhancements from history and from the pipeline they can actually name, not as a percentage. Knows their renewal rate and their average account size. Flags the accounts at risk early enough to do something, which is the point of forecasting rather than reporting.

	Then
	Which of your accounts is most at risk right now, and why?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



	Q16
	What do you do when a client is consistently late paying?

	Strong
	Raises it early and directly with the person who can fix it, and finds out whether it is a process problem - invoices going to the wrong place, missing purchase order numbers, a portal nobody told them about - because it usually is. Keeps servicing while that is being sorted but does not let it run indefinitely, and knows at what point the company stops work and who makes that call. Keeps the relationship and the collection conversation separate.

	Then
	Who decides to stop servicing a non-paying account, and have you ever recommended it?

	Said
	


	Score
	1   [  ]      2   [  ]      3   [  ]      4   [  ]



STRONG-CANDIDATE SIGNALS
Rate these from the whole conversation and the resume rather than from one answer.
	Signal
	Evidence
	Score

	Can state renewal retention on their book and what drove the losses
	
	1 [ ]  2 [ ]  3 [ ]  4 [ ]

	Sells enhancements by walking the property rather than by sending a list
	
	1 [ ]  2 [ ]  3 [ ]  4 [ ]

	Knows the horticulture well enough to be believed by the crews and the client
	
	1 [ ]  2 [ ]  3 [ ]  4 [ ]


VERIFY BEFORE AN OFFER
Not after. A credential taken on trust at offer is the most expensive thing on this page.
	Credential
	Status
	Verify with
	Done

	Valid driver license
	Required
	Motor vehicle record check through HR
	[    ]

	State pesticide applicator license or registered technician credential
	Where the state requires it
	State department of agriculture license lookup
	[    ]

	NALP Landscape Industry Certified Manager
	Preferred
	Certificate verified through the certifying body
	[    ]

	ISA Certified Arborist
	Preferred
	ISA credential verification
	[    ]

	Irrigation Association certification such as Certified Landscape Irrigation Auditor
	Preferred
	Certificate verified through the Irrigation Association
	[    ]

	State backflow prevention tester certification where the company performs testing
	Where the state requires it
	State or local water authority certification roster
	[    ]


DECISION
	Total score
	          out of 76



	[    ]
	Hire. The evidence is on the page.

	[    ]
	Hire with reservations. Name them, and name what would close them in the first ninety days.

	[    ]
	Do not hire.



	Reason
	





	Interviewer
	Date
	Hiring manager
	Date

	
	
	
	


Two notes on reading the total. There is no pass mark here: where the line sits depends on the market you are hiring in and how long the seat has been open, and a threshold we invented would be worse than the judgement you already have. But a 1 on any question that matters for the seat is usually a no whatever the total says, because the total can hide it.
