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ucontrol Your 9wn Destiny, 
Or Someone Else, Will." 

- Jack Welch 

Your destiny is just that. It's your destiny. It's not your company's; it's not 
your co-worker, or even your family's. It's yours. Good or bad, you have the 
power inside of you to influence your current position in life. You can choose to 
make improvements upon your life today that will influence how the rest of your 

life will be lived. You can choose to take the reigns of life, and hang on for all it's 

worth. Life is big: It's real big. 

How easy would it be to say, "You know, life is too big for me to control. 
This is a horse that I can't tame. So, I'm just going to hang-on and see where it 

takes me." You can choose to do nothing and let life decide for you. But I have 

news for you. It's not life deciding. It's you, or someone else that is doing all of 
the deciding for you. Life is a beautiful thing of free will. True, at times, it may 
seem like life and all of her calamites are pilling on top of you at once, and you 
may say that you didn't control that! That wasn't my choice, so how can I control 
my destiny? That's the great thing about the freewill that we have all been given. 
You see, we didn't decide any of the factors that brought us into the world, or 
how the world acts upon us. But from the day of self-realization, we get to 
choose how we control our actions, and our reactions to the world and the people 
around us. 

It's this freedom of freewill that allows us to control our own destiny. That 
allows us to take the reigns of life and steer it into the direction of our goals. It is 

your power to guide your life. You have the right to choose your destiny, or let 
someone else choose your destiny for you. If you don't choose to take control of 
your destiny, you can assure that someone else will. And it's still not a matter of 
not having control, you made the choice to give someone else control over you. 
You see, even when you temporarily give someone else control, you still have 
ultimate control. It reminds us of the Student Driver. 

The Student Driver sets behind the wheel of a car. Beside the Student 
Driver sits the Instructor. The Instructor has an identical steering wheel, gas 
pedal, and brake. However, there is something unique about this situation. The 
Instructor still has ultimate control of the direction of the car. The Instructor has 
made a decision to allow the Student to drive, for now. What if the Student 
decides it's a good idea to drive off a bridge? What do you think the Instructor 
will do? Are you the driver of your own destiny? 
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Why Are You Here? 

What Do You Hope To Learn? 

Achieve I Do? 

We Have Many of The Same Goals 

There's Only One Way To Get There. 

As A Team! 

• 4 The Senior Sales Technician 
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The Cycle ·of Self Development 

/.' 
t._cJa-... 

Notes: 

-. 
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What's in the Client's Best Interest? 

. An Attitude of Service! 

This class is about "What is in the client's best interest?"! 

The Attitude of Service i.s a philosophy of: 

WIN - WIN - WIN 

1sr _ Client Wins 

2°d- You Win 

3rct - Company Wins 

When this Attitude of Service is Adopted: 

1. Clients will be more inclined to follow your recommendations. 

2. Your clients will trust and like you. 

3. You will increase your job security. 

4. You will become a mentor for your peers and a leader they 

look Lip to. 

5. You will earn more money. 

6. You will have greater opportunities for advancements. 

6 The Senior Sales Technician 
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The Two Greatest Challenges 

1. The client does not _-t ...... ' ·_f'_0 .... s..,.t----- the technician. 

2. A lack of 1'.,J , by the client about 
the money and value issues irNolved with a repair versus a 

new system. 

Summary of the two greatest challenges: 

1. Lack of +r ...... 

2. _v_ e1. ____ l _ ___ _ ___ _ of money 

People Buy Two Things 

1. Solutions to their pv- n" 5 

2. Good -k_..e._,l l :.

5 
s. 

7 The Senior Sales Technician 
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Organization Chart 
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About The Team 

At 72 Degrees Heating & Air Conditioning. wt a team. You are notjustan 
hue a tettm member. Please see yourself in that 6uhion. &1M;loyees and are fo.-

on b'ut ream members have gM/s, and they arefocttsed on winnhzg. 

Wre that you are a rettm pfd)ier.:. you wou.lddt if we .thought othel'Wlse. For 

us to be suecessful as a team, there must be winners in wetything we do. 1his 
dudes how we sell) service) and hlS't't\il; how 'Hf dress> communi.cate,. and act; bow courte. 

w!! are Vi-hen dri'iting and how n.eac and clean we keep trucks. · . 

The three winners must win in this or<ler .... 

Ffrsr, the dient must win. musr be our fuse consideratfon in that we do. 

Without dlemsl we wouldn't be able to support a team. 

&crmd. y<>u) the member muse win. If you a1t? happy with your team env'l!'onn'lettt, 

and are providing fi>r your family, chen you will be able to make oiu c.llen.ts happy. 

1/Ji.rd,. the te-am must win. ream doesn't make its goals, then it will be in danger ()f 
letdng both the client and you, the ream member, down, 

It is m1portant that yoo look ac every aspect of what you do· for the 'Warn with this phl-

losophy) and mw decisions Our feeling is that once JflU undersltiluf. the team} 

phliasphy, there mtm't be it nted to lay ()tft P<tgts atJd pdf!S of tal1:.•s fot)'fm tofo!Jflll'. 

Many companies haw arensiw employee manuals with a ton of rules. Our team has only 
a few simple and l<>gical rules1 and as \\'ith any set ot rules, there might be ditfere:nt 

premclons. You are on our ceam becau-se woe felt chat you would be able ttl interpret ches'e 

rules with the Wi!MtJiJJ .. /vi:t/' philosophy ID mind and thus woufd be an asstt to our terun, 

We ask chac y?>u endorse this page, acknowledging your agreement co these ideas.: 

Team Member Agreement ___________ Date ___ _ 

Company name _________ Location ________ _ 

9 The Senior Sales Technician 
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Team Rules 

• Allmys. alttll(jf.•• The client is right. 

• Do whatever you feet nec:emi:y l:o cesol\'e a ,client problem. 

•Yoo and yow: fellow team members nre our'greatestpdde. Pteaserell your GeileraIManaiet .. 
abououtything that )'OU needs iinprmriog. · . . . . . . . 

• We are an equal oppommity employer. We 4o ,NOT di.saimirulte based on race. . 

national agiel' or disability as outlined hr.law. We expect team t() have that 
same staoda:rd. · · · · . •· . · . 

based oo.merlc. You vrul be given a pelSOoal at lem ,cwo times per year 
andior manager. · · · · · · · 

· • comply with ALL federaJ, state. arui local laws on employment issues, air oonditiooing. and 

heating «Xie Issues, tUld any other d)<lc our business beco.ti'.leS im·ol.vM with.. 

• Your benefits sea.rt after 90 days of employmeoc. 

•To prot«t our climes and }'OU. we are a drug-free tam. We aH take pride in belrtg th.a d[ce 
oompanies that pay more than llp se.rvke to ao anri-dtug smru:e. Thank you for enthtiSiastkally 
supponing our ongoing testing program, 

• Recognize that IDCQhol.ic beverages have no plare or purpose while you're cm duty or inoM. of oor 
team's wmldes, . 

• For ilisutat1.ce and ju.st b&ause ic ls co.nmwn our vehides are forbusiness use 
only. We ask you to creat them with the same respect as wewoold treat yow:s. and we ask you co 

how lmportant it. is fur die client that }'<IUC vehicle maintain an exreltenc appearance 
inside aod out; anrtime you are using it. · 

" Recognize the of the. temi uniform, aod wear k fuJlyaod correctlran;'time l'hac you 
are in 1t. If you questJons about how to properly wear the unifuml.. dunk about 1M 
consisteJlC}' and unlformity of the people proudly serving: our oounttr fn th.t armed servkes. 

• Uodersraod thu one. Qf out promises to che client is th.tt wo11t SW.?3C or produces 
whit>! 00 their property. the se.rvlce is free. \Ve therefore have the san'la srandard$ foi:our 

. . . " 

" Respeccche dient's property and privacy at all times. and anytime rou are in 
their home. · · 

• Be $4le at all times. the client's home. in the vehicle, or at oor facility:. Fol.tow safet}'' 

outlln«l lo compa.nysafety.ttainlng 

• Be hooesc. and d.o e-..-ierychingVtith integrity while se.rvtog on our rerun. 

Team Member Agreement Date 

Company name __________ Location _________ _ 
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UNIFORMS & APPEARANCE 

• White Shirt (long & short sleeve) and Gray Trousers 

• Employee Identification Badge with photograph, company name/logo and 

employee number 

• American Flag on arm 

• Company Emblem above the heart 

• Technician's name emblem on shirt RIGHT side of chest 

• Sunglasses DO NOT WEAR when speaking to your clients 

• Hat with Company Emblem or plain face ONLY 

• Change uniform mid-day when excessively soiled, wet from sweat, etc. 

SHOE COVERS, DROP CLOTHS 
CLEAN-UP TOWELS 

• SHOE COVERS must be put on at the doorstep, (in presence of client) 

• SHOE COVERS must be worn whenever inside client's home. This is the 

#1 Most Powerful Way to get client to trust and like you! 

• Order DROP CLOTHS or rugs from uniform company 

• Place TOOLS and TOOL BOXES on a protective mat. 

• CLEAN-UP TOWELS... Use only UNUSED (CLEAN) CLEAN-UP 

TOWELS: DO NOT REUSE TOWELS ON NEXT SERVICE CALL! 

The Senior Sales Technician 
Success Academy 2007 
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SERVICE TRUCKS & VANS 

• CLEAN OUT AND KEEP CLEAN ... NO 'spit cups'; soda cups, food 

wrappers, or "girlie pictures", no parts or tools in cab 

• NO Antenna mast 

• NOTHING hanging from rear-view mirror (fuzzy dice, toys, handcuffs, 
garters, or AIR FRESHENERS) 

• Wash exterior frequently, especially during storm seasons (mud, road salt) 

• Install BACK-UP MIRROR & BACK-UP WARNING BELL 

• Clean van step wells and install safety tread 

• Replace broken turn signal lenses (after-market) 

• Replace broken or missing side-view mirrors Uunk yard) 

• Replace broken/missing HEADLAMPS and WINDSHIELDS (safety & the 

law!) 

• Replace worn/bald TIRES (safety & the law!) 

• Replace worn/missing WIPER BLADES (safety & the law!) 

• Replace broken/missing door lock knobs, window crank handles, gear 

shift knobs 

• Cover severely ripped or torn seats with truck bench or bucket seat covers 

• Cover damaged steer wheels with 'sport grip' steering wheel cover 

• Cover damaged vinyl dashboard with 'dash topper' 

• Replace missing wheel caps or wheel covers with OEM Ounk yard) so ALL 

four wheels match 

• If wheels are exposed (wheel cap only), clean then spray paint (truck & 

van paint), gloss black, white or silver 

• Use 'smoke treatment' for tailpipe smoke 

• Use 'engine stop leak' for leaking seals and/or replace valve cover 

gaskets 

• Add power steering fluid or replace p.s. pump to eliminate 'grindjng' noise 

• Spray wheel wells with undercoating 

• 'Armor-all' tires 

• Spray paint bumpers with gloss black, gloss white or silver 

• Dig out & fill rust holes with body filler, block sand & spray paint to match 

The Senior Sales Technician 
Success Academy 2007 
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GROOMING 

For Men, NO ... 

• Facial hair; preferably NO beards, mustaches, go-tees 

• Ponytails 

• Long hair {must be kept off ears and off shirt collar) 

• Earrings,nose-rings, eyebrow rings 

• Cigarette or cigar smoke on the body; use an odor neutralizing spray to 

mask odor 

• Blue jeans, T-shirts, or tank tops 

For Men, ALL .... 

• Men must bathe daily; use a good antiperspirant and aftershave 

• Clean and Neat hair 

For ALL. .. 

• ALL OFFICE STAFF are expected to wear business attire appropriate to 

company's locale 

SMOKING, CHEWIN, DRUGS 

• NO smoking in company van or truck 

• NO smoking in or around client home 

• NO chewing tobacco during working hours 

• NO cigarette packs in uniform pocket 

• NO chewing tobacco box ("tin") in back pocket 

• NO drug use PERIOD (on or off duty) 

• Drug Testing of every applicant and all employees, including yourself, 

must be done 

• Random Drug Testing of all employees must be done on a consistent 

13 The Senior Sales Technician 
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Definition of Service 

1. Contribution to the r--e. of others. 

2. Supplying public 

3. Providing maintenance, service and replacements. 

• It is not always about" S o 1 v , " the 
technical challenge, because often tim s, the customer may 

choose to replace the system rather than plunking money into 

an old one that will continue to nickel-and-dime them and be 
unreliable. 

• Number 1 priority is to c.e.. ,.,._ ·1 <:i 1
1

n 
technical challenget; of our cu tomer. 

the 

• You have an obligation to '-"" the 
client so that they can choose what is in their best interest. 

What should my days of operation be? 

The recommended days of operation are Monday through Saturday, 

52 weeks per year, less nationally recognized holidays. More 
operating days may be added if your call volume requires. When the 
company is not in operation, a ,company representative should be 

assigned "on-call" status to handle emergency situations should they 
occur. 

What should my days of ope:ration be? 

If you can support the ove·rhead created by calls that come after 
"traditional" working hours, your company should be operating 24-
hou·rs a day, 7 days a week. At minimum, your business should be 
operating between the hours of 7 a.m. and 7p.m., 6 days a week. 

14 The Senior Sales Technician 
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What should a Senior Technicians' work hours be? 

Technicians should work as closely to 40 hours in the field, per week, 

as possible. When operating 6 or more days a week, your crews 
should work on staggered shifts. For example: 

Crew 1 works Monday - Friday from 7 a.m. to 4 p.m. 

Crew 2 works Monday- Friday from 9 a.m. to 7 p.m. 

Crew 3 works Tuesday - Saturday 7 a.m. to 4 p.m. , 

Crew 4 works Tuesday - Saturday 9 a.m. to 7 p.m. 

A rotating "on-call" schedule should be developed to cover all after-

hour shifts. On-call technicians should carry a company-provided 

paging device, cell phone, two-way radio, etc. in order to be 
contacted and dispatched to after-hours calls. Overtime opportunities 
should be minimal. Technicians may be allocated overtime as long as 
the individual does not run the risk of exhaustion, his/her labor is 
acceptable (as a percentage of his/her revenue generation), and you 
cannot cover all booked calls without the overtime. 

Special Note: As a Senior Technician, you will be selling systems 
and system leads for yourself. It is highly likely that several of these 
opportunities will be after hours when both homeowners are 
available. You need to be prepared to manage your time wisely to 

avoid: 

1. (Y'i C'5> r:>p Dr f:·'-d'1; + f C S , 
2. Vr) \--l J '31-....l ,, 3 

3. c. CJ. Yl <.-c.. l I 4 1· ,f.!, :...,_ 

It is far better to set a lead for a Comfort Advisor or another Senior 
Technician them to lose an opportunity to keep your install crew busy. 

15 The Senior Sales Technician 
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• 

Dispatching the Appointment 

1. Service calls are dispatched __ Q::>___.Y)._:-e....'"""""" ______ _ 

at a time. 

2. This is done because your primary focus is the client your 

with. 

a. Keynote: Don't be concerned about the daily 

schedule. Be concerned about being productive and 

efficient one callr at a time. 

3. If your service call is going to take longer than the allotted 

time, then it is your responsibility to _n._.o_ .. ..... t·_:..r. ....... -+------"'--

dispatch as soon as ybu know, and before ya'Jr time for 

service is up. 

The Ways to Dispatch a Service Call 

1. dispatching is when the 

dispatcher provides the Technician with the next call via 

radio or phone. 

2. } ···t dispatching is when the 

dispatcher provides th;e Technician with the next call via 

pager. 

3. C (--e. <:.- .fcevu '< · dispatching is when the 

.dispatcher uses a tworway electronic device to provide 

dispatching. An example would be Vetro TM by Nextel/Sprint. 

Many use this tool to C'lssist in debriefing as well. 

16 The Senior Sales Technician 
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The Information needed when a Service Call is 

Dispatched. 

When a service call is dispatched to you, you will need the following 
information. 

1. n °' : You will need the name of the 
client. Get their first and last name. 

2. ot. J 1 ..{ s.s : you will need to have 

crossroads, and special instructions when applicable. 

3. The Type of Call and Time Window 

a. oJ '(., rv--J service call. 

b. :ft. . tune-up. 

c. /Y'-4/l { ·...:;../,-.. J service call. 

d. ';cs/ 
I 

Information: Is it a warranty repair? 

e. ·y6s / fo--D Information: Is it a call back? 
I 

. 
4. Brief Customer J-) I sio r 7 

a. Are they new or previous customers? 

b. Are they a Club Member? 

c. Brief description of current problem. 

d. What is the age of the system. 

17 The Senior Sales Technician 
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Use of Radio Codes 

What are radio codes? They are numbers or abbreviations used in 

place of words, long sentences or phrases that, when communicated 

between knowing parties, decrease communication time. 

When used properly radio codes increase productivity, provide 

streamlined communication, and provide for better time management. 

Radio codes decrease needless conversation, embarrassing 

situations, unproductive time that costs the company money, and 

common errors. 

Sample Radio Codes 

10 - 4 Acknowledge transmission or request 

10 - 5 Technician is on route to the next job (Traveling) 

10 - 7 Techni9ian has arrived on the job (Clock in to the job) 

10 - 8 Job is complete and technician is in truck, ready to provide the 
pertinent information and go to the next job. (Clock out of the 

job) 

10 - 15 Technician will complete this job in 15 minutes. Prepare 

technician's next call and be prepared for debriefing. 

1 O - 20 What is technician's location? 

10 - 100 Technician: "I'm with the client and can't talk." 

Dispatcher: "Open flap on radio and go to personal communication. 

I have some private information to share." 

18 The Senior Sales Technician 
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Technicians' Packets 

The dispatcher is responsible for technician's packets. This will allow 
us to have productive technicians. It is the dispatcher's responsibility to: 

• Assemble all technician's service packets according to the service 

packs' checklist, 

• Re-order forms when they hit the minimum stock level. 

The packets provide the technician 's with the paperwork and sales 

tools they use on every service appointment. Each packet may 

include: 

. • Invoices 
• Sticker Sheets 

• Inspection checklist 

• . <Company> Club Membership BroGhures 

• "Today's Special" 
• Response card 

• Promotional gift . .. magnet, jar opener, etc. 

• Referral Magnet, electric panel stickers 

You can customize the packet to fit the call. 

Place all the items in a clear, single plastic file folder, or plastic 

oversized envelope. The technician should have five packets with 
him or her each day. 

19 The Senior Sales Technician 
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Anatomy of a Service Champion 

7 Super Star Strategies: 

Step One: Mental End Zone Preparation 

1. Prepare prior to arrival. 

2. Clear your mind of distractions. 

the homeowner to do business with you. 

4. You are an expert authority. 

5. You will exceed the clients' expectations. 

Step Two: 0 b =s 

1. Observe the condition of the homes . .__ 

2. Is the neighborhood clean & neat? 

3. Do neighbors have.pride of ownership? 

4. The unique characteristics of the home. 

5. Ma'ke a mental note of ::r. r o ·v t- and 
·'v 6 tr...i c..,..l"'C preference. 

20 The Senior Sales Technician 
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Step Three: Positive Vehicle Placement 

1. should you park? 

Park vehicle on the.:;>+ 
home. 

of the clients 

Why: The client can clearly view your company's logo, and your 

clean, professional-looking truck helps create the image of 

professionalism. The vehicle seives as a billboard advertisement for 

surrounding homes on each side of 'the street. Keep back doors 

closed to seive as a billboard for cars driving down the street. 

Exceptions for not parking on the street: 

1. Clients home is located a substantial distance from the 
road. 

2. Clients' home is on a major street that would impede 
safety. 

3. If you must park in their driveway always ask the homeowner 
if your vehicle is 9 c b 1'3 where it is 
parked. 

1. 

2. 

3. 

4. 

Your approach may make or break your 
ability to earn the business. 

People will observe you when you 
pull up. 

They are forming an opinion . ---It is possible ·io start off in a negative hole and 
never climb out. ---

5. Always assume you are being watched . 

21 The Senior Sales Technician 
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First Impression Disasters 

·1. belaying 01 into their home . 

2. .st·nok. { :;.... in front of their house. 

3. Putting out your .cigarettes on their steps, sidewalk or 
flipping cigarette butts mthe yard. 

4. Walking their ........ d.___ __ _ 

5. Wiping dirt off on their steps. 

6. No uniform. 

7. Dirty or stained uniforms. 

- - ·1 s "-> '>'l '.::> a.. 

Wearing singlasses to the door. 8. 

Reconnaissance First Impression Image Builders 

1. Exit the truck as soon as possible, but before exiting 
check: 

--- a. Clothing for neatness 

+--<-e.+b.. b. 

c. 

d. h l
1

,,.. 

e. Entire Personal Appearance. 

2. As you approach the house, walk with a confident, 

3. 

Jlllick pace. 

Exuberate enthusiasm by whistling or 
humming . 
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1. It is important to the carry appropriate tools to your 
service call. The tools you bring will be based off of the 

type of call. 

The appropriate items to carry to the door for a repair I club only call 
are: 

2. f f'-<m1... + .... <:::. l C. C< , 
........ 

The appropriate items to carry to the door for a replacement 

opportunity are: 

1. 0 ·1 

Client opinions are formed throughout many phases of your visit. 
Upon pulling out your tools for the first time, many homeowners form 
an opinion of your capabilities as well as your respect for their home. 
If your tools are dirty, old and beat up, the homeowner may form 
these opinions: 

1. If you don't care enough to take care of your own stuff 
you definitely won't take care of my stuff. 

2. Your tools are old and dated. 

When you pull out your clean, shiny, expensive looking tools, several 
images are created: 

1. This person is a professional 

2. This person takes pride in his tools. 

3. If he shows concern for his tools, he will show concern 
for my home. 

2.1 The Senior Sales Technician 
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Step Six: N ot: f! c..,..d?...e..» ef.'> 

1. We must ""'.s± and f'9ff1d with clients. 

2. You never get a second chance to make a good first 

impression. 

3. First impressions are usually formed in 
seconds of visualization and 2 minutes in conversation. 

4. . Positive first impressions allow clients to quickly trust and 

like you. 

5. Most people won\ do business with people they don't trust 

and like. 

Put the odds of forming a positive first impression in your favor by 

following these steps: 

1. Knock on the door 

2. Step back. 

3. an aAsel c>t"'2J-e_ 

4. Do not look directly at the door. 

5. Follow the steps listed under Reconnaissance First 

Impression Image Builder. 

6. Wear,.-z ·a bei o-}j....g . 

24 
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1. People prefer to do business with friends. 

2. People will do business with people they like and trust 

3. Top Technicians build relationships t 7 

4. Top Technicians reduce homeowner =t-<:.n :> Jon 

Each of the opportunities listed should be utilized whenever possible, 

although the order may occasionally vary based on how the call 
flows, regional and cultural differences, and what is right for your 

client. 

A. Establish friendly Control 

1. When the homeowner opens the door, · 1 y 
< 

2. Look them in the eyes 

3. Give a 

4. Say, "Hi, I'm .... ____ _ _ _ ___ ). 

5. Do not extend hand unless client offers. 

We do not say our company name since they know whom they 
called, and, if they ask, "which company are you with?" This may be 
an indicator they are getting other bids or they were not the original 
party placing the call for !;;ervice . 
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B. Develop a First Name Basis 

1. People like hearing their.QY.fil name. 

2. By establishing a first name basis with the homeowner 

you have started the process of establishing yourself as a 

friend. 
, 

3. 
. I 

Ask for cp:e--r '" 1 .S?'J o V"\ to use their first name. 

C. Develop Concern for their Home by wearing Floor Savers and 

Asking Permission to Park. 

1. Nothing you will ever say communicates you will 
<::! 4\ for their home like putting on floor savers. 

2. This procedure helps convey that you are a gedicated 
_and dependable employee. 

3. You can be +f'vs-t-e.J 

4. Ask if you parked your vehicle in a safe and convenient 
place? 

D. Provide a Sincere Compliment 

1. A person's home is usually their largest investment. 

2. The pride of ownership is very powerful. 

3. Most people are flattered n C.S:f'..Q. compliments. 

4. Compliments increase likeability status. 

The Senior Sales Technician 
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E. Achieving Authority Status 

1. In two crucial minutes, you must establish yourself as a 

authority and an expert in the eyes of the client. 

2 . 

Note: If a doctor began diagnosing you before asking 

what symptoms, illness or pain you were experiencing, 
wouldn't you be leery of him? · 

By asking u !::> +, _s 
demonstrating true concern for their problem. 

you are 

3. The more \'r'Lf:01""'\""'+' °'"' you can gather, 
the greater likelihood of earning the right to repair their 

problem. 

If They Suggest That You Should Go to the Unit 

"Yes, but actually, we'll need to start at the thermostat before we go 

to the unit, because I need to gather some basic information. 

Do you want to visit at the thermostat. .. ? 

or would you prefer to visit somewhere - for just a moment - more 

comfortable?" 
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Questions at the Thermostat 

There are a number of questions that you need to ask about the 

system that are appropriate. 

What problems have you been having? 

When did it happen? 

Have you ever had service before? 

What is the age of your home I system? 

Where in the home do you have any hot or cold spots? 

Who the home suffers from allergies, asthma or sinus problems? 

What kind of regular schecjuled service do you have in place for your 

system? 

28 The Senior.Sales Technic.ian 
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... ... 

. • . ..,. ... 

';' .. 

l. 

: ... .. ... . .-- ":;. 
3. Have yo11 ever -.,----_;...-""'---"'-...:..:..""""'-'"-:---------

. . .. ,..,. ... . . r:. • 

4. 

• • •• .. ,... > ". ....,....,.,,..-,.------------=--:--::--::--:--------:--':),.-_, 

What 
.. ' . ' ".: :·t}( 

,_.,..,......, ...... "· 

· ' • I 

,· 

. :":-r 
.. ,. .... 

. ·;;·' . 
'.t f .,O:". ... ..... ,:·· 

.t 

Severe 10 - I 

How badly? 

How 

17 (Rare: Perfect I 0 - I Horrible) ,. 
' 
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The 8 .Steps to '' Nard . P."rh;:ing. for 
Opportunities ·: · - .. · 

.· 4·.· 
When you Walk into the · , 

-

1. with you. 
_-t ,_ 

..... -
2. Have an =;t· rv.'-' e; < --e and · 

Club in the Slraight Forward· 
Pricing Guide. . '· . . 

. ' ( 
. ( .. .... .. ( \ 

,: <:>. ... •. ·. 

1: Credibility 
I 

1 Bu.1ld , before do1'ng the 
• ........ 'J'--_:-..i. 

diagnostics of the syS,}'.9,J•n>;:. 

. ·.. 
a. Build.xour 

.. - . 

.. 
. 

b. Build your credibility. 
-

:i.' .. 

c. Build the · fS: v c'l .... 
- =- ... ,_ -

:.... 

credibility. 

Key-point: You have. for the SFPG. New cl{ents will not 
have seen this guide. introduce it, and build a 
statement for your $tr-qcJght. Price Guitje: · 

. 
. r • .,. 

Immediate Impact lmagin 
INSURANCE C ·E 
ETC . 

•i..' . 

... 1 C A i:-:e S .. &':"L E 
,,, 'f 

.. 
.... .... ,.'•1. ·):' • • ·' :.' • 

ALL Service TE!<?firlicians sh ·;.,. a .. 
the following do.cuments that;,1_ .·: ,:ept..on the Servrce Ticket clipb;o 

1«: . . . ' 
•Company General l'hsurance Certificate 

•Company Workers Insurance Certificate 
. ·: ... : 

•Better Business Bureail:---fliiembership letter or 

certificate) i;. s: -

•Chamber of ce_rtificate 
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..... ·.·· 
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.·, -:- ··· 

;, .· ... " 

... .;>. -

" 

. ' :. 
.. · .. \.:. 

. : .. 

\1, 

1. 
. ··"'.f 

work .. 

2. The work_ 1; and he.is reviewing the service 

.• 

Step 2: System 
;:t.f . 

$tei> Share qptiont . 

1. Explain that:after evaluation, you will share . .., 

the repair optinn.s using the Straight. Forward. Pricing 

2. That way you can have the .:&f." m· of 
there will be no hiddeo o·r chargl:is. • 

- · ·1.-r · !.r:. fI ..• 

.:
1
, T. • 

... : ·Step· 4: 1 or more of · . ., . : 
. ·"! ,, .... 

. 

-· ,, . 

"<' "·,,,. 1. Hold the g Guide in your 

, Left hand.yvith ·1 finjer . ., ..... $ · 
::. 

1 
'." Repair Amount. ·· .· ·, ... 

. , ( \. l 

2.· ..... · . billed, as 
, ... , applreable _to one or more ,offh.e ·s levels in tQ,,e Straigh 
f Forward Pricing Guide. \ . . 

;. 

•
• 

. 
• 
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<;.;. 

....... ., 

6: 100°/o Satisfaction Guarantee 

• 1 :< , 

' 

• repai?ls,:free ". · 
With the 100% Satisfaction _you them tQ: say; 

. _; •. _,_ _, . ;;· i1-? . . I .'.< .. ._., .. "<. _ { a " 

Hint: People answer questions. 

1. Plant the :€L. t ...... :f:D 

Key-point: Cover the following inforrnP.tion:11t.i J .. 'It 
,\>' • 

seed_,._ 

• Saves.<you _, .. ney in the future. 

'; 

• May money toda,y . 

··'· 

Please this over and some' questions 
t#.; 

Step-8: Get Permission to Start the Diagnostic 

1. You must ask for n' i. " ·> 

diagnostic. .· 
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2. Get them to ____ ____,the paperwork 

before you perform your evaluation. 

3. The client to know that we have nothing to hide, 'and 
the best way to do thatJsto invite them to assist you during 

the diagnostio;. · 

The Steps to Shl,esSuccess for the Senior 
Technician Wherf .. On A Replacement 

ff,¥, 

"'u 

·:.:;: 

/>· 

The Senior Technician knows two key skiOs: 

skills. 

When .you go on Opportunity, you will 

following steps. 

S1tep 1: Follow the 7 Superstar 

Step 2: Setting the 

1. This is about finding out why they called you today. 
"So you called us out today for a tune-up?" 
-uy " es. . ··.· .. : 
"Are we tuning;·up you're AIC or your 

"A/C please." 

"Okay, great. I'm going to go ahead and do a saifety check on 
your furna,ce while I'm here.;, .· .. · 

Nqte: Always perform a safety inspection on the furnace! The 

camera is to be used on every service call. 
. 
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Step 3: The.Client History Report' 

1. Complete the History Report in it's 

2. After you've gathered the history, ask the clienttoturn on the.·· 
system. 

a. This prevents them from saying you broke it if it doesn't 
turn on. 

Step 4: The Diagnostic Process 

Ttie diagnostic process is where the Senior Technician makes the 
biggest difference. Thetakes his time, and is extremely thorough 

with the diagnostic process. His goal is to th,e staywith 
him through the whole process. During the prbcess, he'.ts'1} ..... ··. 

asking qualifying "Hqw yqµ lived here?;,: ,::::;;.. :\JY 

"What do you do for a tiving?"''He goes.intfle'.fofi'owln'gbrder. s;: ·' 

'·'-' 

· 1. Turn the thermostat to the cool position. 
2. Go outside and get yol.lftbols. 
3. Start tune-up on condenser. 

a. Check the electronics and pressures. *Do not start 
cleaning anything y@t. 

4. Start tune-up on furnace. 
a. Go back totruck"randgefthe drop cloth, 
b. Lay drop cloth down and go to 
c. Pull everything! There is nothing that is not 

i. Blower 
ii. Temp switches. 
iii. Evap coil 
iv: You name it, do it. This process usually takes·a Lit 

l, . .20 to 30 minutes. 
v:t' Also check the ductwork ::'i" 

· vk. After all the physical components have been ·· 
over, then go and get the inspector. ._.·· :;; 

5. Inspector 
a. Your inspection must be completely thorough. 

the following components. 
i. Heat Exchanger 

ii. Evap Coil 

iii. Ductwork. 

34 
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Reference the 39-Step and 40 Step Service & Professional Cleaning 

Checklist for the Air Conditioning and the Furnace. 
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• '*•. 

':. ·, .· . 

.. -. . . .. 
· . . , 

l. 

:i. Go to funiacit o.r hand.ler pawer 
· . . 

3. Get· model and m.tm.b(i.f of U:nit(s) tNote. onlnvoice) · 

4. tef)Ja'e> or clean 1frter. 

$. Oll motor - .remove bearing .. :·:-:; 

·' · 

"!.Turn on po1t••er 

8. Take amp te-a.dtngwith blower:(;fo()r,Jn .. 

9, bwpe.<:taround refrigeiam Jlnefor.ponibletefrtg1mmt leak$ 

.lo. tem.perautre of retttm air & 1.0fl on 

. ;. ·. : .' 
,•.:. 

u. Take temp.mtu.re & tog·on..i.rivoi!;e 

. . ,: .. .. . . . . .· ·, 
12. There must oe at least dlNeretice (less · . 

. . . . . ·· = .. '.-', 

u . Ensure everything js an area js d.ean, .place s.th:k« on;(utnate?:' · 
pro.cee.d to condeo.stng upR · . • · 

,,.,. 

14. condensing coiJ}or acess dirt ( cott<>nwood,. pap.4r, 
evaporator coll · 

·. · .·:·: 

. ! 

:.· . 

LS. T\Jn1 p01.·•er otf to condensing secti<in .. :',{":.:J*i 

16. Reinove pa11el to - ., .. : . . -..._ __ 
· .. f · .. : ... ;: .............. l- • • •• ';'! . 
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'.··' 

....;;.r· 

(Y\ j/\ (.. f (c .. ·\. 

,' <1 ,•' ' -- •• -+ .. 
C. "t.J '" G,., · C..,;.r-

17, Attach refrigerant 

18. Attach amp meter to kori1uton\vtre · 

· 19. EnSt11'e no airls bypassing by haYlng ael:ess panel off.9f unit 

20. Tum on 1x1wer 

21. Read amp draw of compressor., 

Take voltage or unit 

23. Read amp draw of fanmotor 

24. Read pressure on suctl<m side of compressor 

25. Read liqu.id lint> of disdliitge line pressure ori ci>mpremir 

26. Take entering air temperature of rondensmg roil 

28 .. Tum power off 

29. \Van until pres.S1.1res and rem ow 

30. Inspect all fittings for $lgns ofoilandior mk.age 

3 L Ensure all .& pa<::king glands, servfce caps are tight 

32. on condensing tall motor 

J3, Rt-install a<:(ess ptfoels.lffidCi;>Vers 

31:. Flush or wash rondenstng roils with proper solution 
> (no r1:>frigenurt fur'blowing out «ti.ls;..,.,... noex:cep-tions) 

JS. Always wash coi:idenslri.g-roHs ata 45° !Ul.@e"v.1ten ttsing. a spray nozzle 

3'K Enst.tre eondenoor ,fan .tnotorhas not bocon1e 'f'et with water, if so. wait until it ls. dry 

37. Clean and wax metal where possible 

39. Tum on p(lwer to unltand ls mnning 

, 
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: Date:_' .... :..;;;Y;.;;.';0""'· • ..,. ........ ___ ......._.;,,.,_....._ 

Client: _ _,,_......_ ____ .......... _..._ 

40-STEP SERVlCE.&PROFESSIONALCLEAN,IN:G; 
- FURl'J·ACE . 

L Set thermostat to heat and tum up to 90()F or highest setting 

.:·· . 2.. Go to furnace and dmk if operating 

J, If not. <.tewrmine wh.y furnace Ls oot - pflot outage, switch oil', fuse blown. 
Blow out pilot time tht+rrnorottple 45 sero11ds, 

4. Remt.we thermocouple from gas valve and pilot tttbing 

5. Remove burners and pilot assembly 

6. Inspect heat exchanger with thelnspectqr; performing the HydroScan test 

· 7. Brush out heat exchanger 

8. Clean fiue collector 

9. Clean top offomace 

10. bfower compartment 

11. Oil motor and blower OOirings if 

12. hclt 

13. Bring customer to fornacE:' and show dirt 

14, Vacm1m heat burner tray, blo"'ver compartment. and arotmd (umace. 

15. Check and inspect due plpll', dean out cap - dean same 

16. Replace or de-an 

17. Clean and replace blower door 

38 
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. . . . : 

19. (sell new thertri\Xotiple, ifnedis$acy:) .·_--. 

20. Ren1ove manifold plug and for test ·-
21, Light pilot, If applicable 

22. Tum on p-OWer switcl1 ·-

25. Reinstall manifold plug 

'26. Tum on pm'ler swltd'.I. 

27. Check fu:t'.l and llmit control 

(<'Jnttoi'.: rno0 on, 90" off 

29. Check fan <>pe.ratron 

JO. Check temperatt.trerise on hearexchMgel'fltf-100 gas, :;0:,:.50 ele'cfric) 

:;n, Tul'n oft' power switdt 

32. Replace fire door 

33, Wipe down rest of furnace 

J4, Replace front panel 

36, Make sure fttmace ls firing 

J:z. Make stire you have model and serial (Note <>n invoice) 

JS, Calibrate thennostat 

thermostat to original setting 

40, Rechock 3.fea for dih1Ulines$ & company sttcker is placed on 11.1.rnace 
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Step 5 - Communicate findings with the;homeowner. 

At this point in time, the system is completely broken down. Parts 

and pieces are everywhere. The blower is lying onthe ground, and 

all the cabinets are open. If the homeowners have not been with you 

the whole time, you will now go get them to communicate the 

process. 

There are two goals to the communication process: 

1. Plant the seed of replacement. 

2. Have the homeowners realize the true condition of their 
system. 

3. Have the ·homeowner ask you, "Is it time to replace my 

system?" 

Here are some valuable lead-in scripts. 

"Betty, can I show you what I've found?" 

"Your system is about 18 years old." 

"If you look here, this is your blower. You see how dirty itis? rhis 

causes your system to run on less air. This is like . 
street with a straw in your mouth. How far would you be able id.run 
with a straw in your mouth? Yeah. Kind of like your furnace." 

"These are your burners. See how corroded they are? When they 
are like this, they really start burning dirty and inefficiently" 

The Senior Tech111ician will continue to go over everythingthathe.iHM 
finds in great detail. He paints such a vivid picture thatthe client asks 

him "Well what are you telling me? That I need a new system?" 

To this, stop, pause for just a moment and say: 

"Your system is 18 years old. Accordingto AirTime500, a group of 
International Contractors your system is designedto .last between 12 

to 15 years." 

40 
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·:....:.._, 

To this, they wiH say something like, "Well, how much does a new 

one cost? Can't you give me a ballpark figure? I want hold you to it." 

To this, say: 
I ,; ... j ,· • 

"Well that comes down to yougµys and what you put in. There are 
all types of systems out there tO.day that will fit your needs; Andthere 
are lots of ways to handle the investments. We have 12 months 
same as cash and other great finance options. It's going to need to 
be replaced ihough. It's already lasted a lotlonyer than it was 

supposed to. You're fortunate that it's still working." 

"Can we go ahead and fix it?" 

"You can, but you already have TSP marks showing up on your 
furnace. That is the early sign of a furnace that's going to crack. 
When that happens, it's condemned." 

"Well, wfiat"s new systeffi n.irl'1 l slightest ide?,." 
: (·; :-·,· ,, ..... ' 

"Around $50, 000." 

"What?" 

"Nah, I'm just kidding." 

*Now ask some qualifying questions: 

"How Jong are you guys going to stay here?" 

"Who suffers from allergies or asthma? On a scale of 1 to 1 O how 
severe or the symptoms?" 

"Who else controls the thermostat?" *Use this to eliminate the 1-
legger." 

"Well, would you like to know about a 

The client will ask, "Yes. So, what are we talking about here? How 
much is a new one?" 

When they that, you say the following: 
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"If you like, I can go over this with you now. I'm a technician. Or I 
can get a salesman out here. Do you want me to go over your 

options or do you want a salesman? Keep in mind, that they are a 
salesman. They don't-know what they are looking for. They've never 
performed service, -they You don't want a salesman do 
you?" 

"No, you can go over the options with me." 
:/ 

Step 6 - Setting the Lead 

The well trained Senior Technician knows that in order to sell 
systems he has to set leads. The lead is defined as an opportunity to 

give a full presentation and ask for the order. .. 

Two requirements of a lead . . 
/}J.ic·l tU-.e<_ c 1.-:i-.. rr-. -:.i;./c .. • 

1. s c;, ,+- t·\ 

2. l> o -- CJD 

The Service Technician's responsibility: 

the lead; Not the lead. ··-

The Senior Technician's responsibility: 

1. Sell the lead 1:\fixu..r , or set the lead it will sell .. 

Two major homeowner concerns: 

1. Lu does it take so long? . : i •• :. ., 

: ...... : 

2. Why does my have to be here? 
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. ... . 

Reducing 

1. When it comes to investing in a home comfort system, 

you have 
We find it saves i)&fV\ time if I can 
explain all of the dPfiOns at once. Then Ch3 -

you can decide what is the best option for your home. 

2. 

.. ' 

I'm going to do an I e. kl I <',wt<-,/-/ h 
to determine the proper equipment for your home. I will 
be measuring windows, doors, looking at insulation, and 
many other factors. To do this properly it takes 6;.e1-- '?itb. 
minutes. But this will ensure over the ' 
next 20 years or so. And that is irf1P()rlant to you, 

If the client wants the repair, instead of exploring the replacement 
options, and the repair exceeds.the guide for 
"replacement recommef:ded" for either the furnace, AC, or 
AC/furnace package unit:·it mtist be authorized by the General . 
Manager, or the Residential Manager before repairs can be ·-
completed. Example: ·-

Mr. /Mrs. our company guarantees all repairs 

we do 100%. To guarantee your satisfaction, may I use 
your phone-td::get authorization to exceed' our Investment 
recommendations for repairs? Thank you . 

Key: Listen to Your Customer 

If a client inquires about replacing ,equipment, let them 

be wise to explore your options·now'.and contact the Sales tead "· 
Coordinator via the clients. telephone. 

Work for the client. With the client p J.1. on'--'6:.- , inform 
the Sales Lead Coordinator_ to cred1flhe homeowner for any repairs 
performed today, and include any. qualified specials and rebates. 

Hand the telephone to the client to speak with the Sales Lead 
Coordinator. 

._ 
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"Okay. One of things that we do is an engineering analysis to make 

sure that this system is the right size system for your home. To do 

that, and go over all your options will require somewhere around 60-

90 minutes. You guys have q0ft<lC90:tfi!1ifJJutes don'tyou?" 

"Yes." 

"So, you don't have anywhere to go later on then?" 

"No." 

"Gteat;li:J,.t me call the office. Mark, this is Chris. I'm here with Betty 

and John a system that is 18 years old. Yeah, it's 

really old. They want me to stay and go over their options with them, 

and they cleared the next 60 to 90 minutes. Yes, here's Betty''·1f:ld;<:ind 
phone to owner, so the office can speak with the owners. · · {;;: ?:!::> .. 

:: : ?;;.: 
; • : : ·, •• J , 

After this has been don.e, you thengo into a traditionalpresentation. , 

NOTE: Keep in mind,•ttie system is still completely broken down!!!.· 
You have not put anything backtogether yet. You do this because.-,:;if:< .. ·. 

at the end you get a "no" still have time to go back and put 

the system back together. This can be used to stimulate more 

reasons to replace, or get the repair, or get the clubmembership.* 

You will also note that you have not brought out the straight forward 

price guide and gone through the 

Step 7 - Perform the Engineering Analysis 

Be sure to take the homeowners with you as you perform your 

engineering analysis. Constant involvement is the key toitne 

relationship. Havethe homeowner perform the measurements. You 

will want to have the engineering analysis paperwork co,mpleted by 

the time you rn<:>Ve to step 8. 
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Step 8- Take the client over to the kitchen table. 

People do business at the kitchen table. Bringing the client to the 

kitchen table puts them in tha\!Jght frame of mind. 

. 
Be sure that you positiyely plade the clients at the kitchen table. The 
diagram below is the 

x 0) x 
Step 9 - Take Friendly ·control. 

A sales process is about control. It is critical that you test your control 
at this point in time: Do this by requesting the following: 

t .. 

1. First, ask for something to drink. 

.., 2. Second ask for a piece of paper to write on. *You have your 

·· . own paper, you want to ask for theirs because this is one more 
level of control. 

T.!;-, • 

._ ... 
. .. 
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Step 1 O - Design·ing the ·Sy.stem. '·" 

On the paper they handed you, begin to write Ot!t"the design of the 
system. Imagine the.below 

Blower 

AFUE 
(miles per 
gallon) 

··.: · 

Single Stage 

100% 

80% 

: .. :·· 
. :·.-.: ' 

Two-Stage 

Lo-60% 
Hi -1 00% 

:;. . . 

·.;-' 

12 Speeds 
,...40 Watt LightBulb 

96% 

S.E.E.R. (miles per gallon) Refrigerant 

__ ,,,,_ ... . - ...... " -- .... - .,, -.. , 
\, ....... -- ........... , 

· R-22 - Old - Ozone Unfriendly''-
\ 

\ 

· ... . 
' 

,;.-• .. _-·· .... '. · 

.... '. 

. . . R,4 .. 

Walk through the choices with the client. This allows them to pick the 
design application of their system. After this portion, bring out your 

presentation book. 
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Step 11 - Repair vs. Replace 

The concept .is o reinforce the fact that considering a new system is a 
wise choice. This is wJ;Iere w%.ase our Repair vs. Replace and True 
Cost Calculator to show the client-what the system costs them over ·-
it's life. Use the SEER-_rating c([ld AFUE rating to calculate , ;<:. 

overpayment. *You-eat) -also use 3ro party articles to reinforce your , 

presentation. . _ 

Cooling Overpayment formula 

BTUs into. Kilowatts · 

:.., ".' .· 
.. ·.;-

BTU's = Watts Watts = Kilowatts 
SEER . 1000 

Kilowatts into cost per hour to operate system 
Kilowatts 

X cost per Kw/hr 
Cost per hour to operate system 

Cost per hour to operate system multiplied by cooling hours 
Cost per hour 

X Hours of usage 
Annual NC utility cost 

Subtract old system annual cost by new system annual cost 
to project Utility Overpayment. 

Annual NC Cost (old system) 
.. Annual NC Cost (new system) 

·Utility Overpayment 

Old System 

Step 1 Step 2 

36.000 BTU's = 4500 = 4.5 Kilowatts 

8 SEER 1000 x .10 Per Kilowatt 

New System 
Step 1 

36,000 BTU's = 2770 = 
13 SEER 1000 

45 Cents/hr 

Step 2 

2.8 Kilowatts 
x .10 Per Kilowatt 

28 Cents/hr 

.... 

47 The Senior Sales Technician 

Success Academy 2007 

BARNABY -000284



'! ,' 
,. 

'" 
.... · 

Utility Overpayment 

1800 Hours of usage. x 45 Cents = $810 
Step3 

..... 
•. 1800 Hours of usage x 28 Cents = -..$504 -..... 

<£, D. '-< o- '< '-f"' . [;- _/ 
-r:;-.... ... ., •. - w '- 'Yr.> - - - • _, • I ) < ' l ') '\ . 
C:/ r.) l.;1 I L.. • •. l. _ -3 . . I ,...., ) y-y 'I-. \ 7--, 

. - ' ' "'.Si " ' (_< -r / !\ 

• 

r.::, l . ""-.... - .. t I I ( 

G -, ,, - . l ' (_}._ ' -- 'J ( 1 i (._;. .... I . <. ) l..• \'")t'\.-..-._ 

Heating Overpayment Formula \ 
l....t.J '> •- ,1 cJ:,, . ';· ' 

'2:L. , ,, .... \ l" . "t• ·;_ 

Step 1 - Establish % of AFUE overpayment :) f\ c ., J ,. /
1 ;.)t\o ? · c 

AFUE (New system) • 
- AFUE (Old system) 
% Overpayment 

Step 2 - Multiple by Annual (gas) bill 
Annual Fuel Cost 
x % Overpayment 
Annual utility overpayment 

Step 1 
New Old 
100,000 AFUE 100,000 AFUE 
92% Efficient - 78 % Efficient = 14% 
Step 2 

$1200 Annual Fuel Count 
\ 

14% x 
$168 Utility overpayment 

' . 
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True Cost Calculator - The System 

To show the homeowners how much an old system costs Today's 

Repair Cost, Future Repair Cost, Utility Overpayment, Inflation, and 

Maintenance. 

Homeowner defines remaining system life. Use the remaining life as 
a multiplier for the utility overpayment. List·each year out separately. 

List out any repairs that are needed. 

List Utility Ov,erpayment 

List out the homeowner defined future repairs. 

Add Subtotal 

Multiply by inflation 4% by the number of years. 

Step 1 - Life Expectancy 

Step 2- Today's Repairs 

Step 3 - Utility overpayment 

Step 4 - Future Repairs 

Step 5 - Subtotal 

·step 6 - Inflation 

Total Cost to Keep System 

49 

.·· 

3 Years 

$897 

$550 x 3 = $1 ,650 

$99 Level 1 

'$89 Diag. 

$2(7'35 
,· ... 

4% x $2",'735 x 3 yrs= $328.20 :'. 

. $3,063.20 

.I 
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How to dedde Hflen to repair or repl , 

}Our Fuma.ce or Air Conditioner. •. 
There are two major factl>rs· 

ro consider regarding replacement: ·· 
Comfort ... temperature. humidity. dlsOlmfojl.in some rooms. 

bfg temperature swlngs and safccy. 
f.conomy ... warranty. utility overpay, Inflation, of cqulpn-ent 

todays repair. repair. reliability and hours. 

$1.250 

·'··· 
' . 
,, 

I . t , .,. .... · .:, ,, . , 
I ' r ( r · , 
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Step 12 - Who are we? 

is where you build the credibility of your company. You may 
· show them pictures of your support staff, the trucks and the 

installers. The point here is that you will be after the sale. 

My. 'nr· ·1•·m· ··· ·•···· 'lliOU · lt.i . · •· ·. ··. · · •. J' · ·. 

51 

·· .. Together,we'ijinvest60 
toOO minutes co guarantee 

· wehavethehome comfort 
. S)'SftltI. that's right for you 
ffores rdmfwhtf! 

· 
•·:•IJOW!i/iiiiidjiiiiiidt::·:·········· ····· 
measure your ho,,re .... 
W'tiiitf-Ofi)iistdiif wlwn ... .... m ........ . 

•choi>sfng a S)'Slem 

· · .. 
are tmporUlift- . 
Hoo;iiJ"JJiiiiii'j";iif,'"' . ....... . . .... 
entiiioillllenialivants:Wid needs 
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Step 12 - Qualifications I What Makes us Different? 

This is where you go over the differences between your company vs. '· 
others. ,{ljf;{ 

1. ·To ·'·_"'·"'-"'r._·: _· _ ___ 0f,doing business with anyone 

else but us. 

of mind in doing business with us. 

3. Gain a C <:'.> n·.,,,.., ... , 

our company. 

Cover the 4 topics below: 
1. "True" 24 - hour service 
2. Ongoing Training 

they are comfortable 
·,,· . 

3. Periodic random drug te.siing & through:criminabbackground 
checks 

4. Proper Insurance 

. . . 
•· 'fnt('. Z-l·h<JtH' , · 
Ewy one <four fi'Cb11icians have. hdd · : . 
at WS! 2JWIS a,· an 

seni.a; rep:iir and . 
imta/JaJion Wjore they anni/Joum to ... 

refilirca/1{ ': · · . . · 
. :·;. 

Is this th£ kind: of company you 
. ... .' " ·· . . . - ..... ....... 
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Step 13 - Testimonials from Clients 

Here he has pictures of their installs with their clients. The point here 

is to build consensus, and show what a good.install looks like. 
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Step 14- 82 Point Installation Checklist 

Here show the 82 Point Inspection Checklist that-shows the great 

detail that your installers go through to install a system. This leads 

into the _next step. 

, 

' . . .. 

.· .. 
. . 

Addtes$: . •. .. c. _ . · . · . . . . 

·· JobAmow1t£:_. -------·· : . · :.: "::'.!"o· . .. , ...... . 

AJnou.nt'collectf.d: $-----------,: .. · .· 

_. :· 

': ·., ... 
Set on ftr.11.'\ kwd . . . .. . . . 
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The point here is to overcome the brand objection and stress the 
. importance of a good install. You can use 'articles that show that all 

brands are pretty much the same. 
. .. . .. . .; . . -'' : . . · ..... 

You can also draw a graph that iltustrates"thatpoint. 
. /: . 

. Factors in Life Expectancy of a New System 

fll lnstaHation 

06°/o Brand 
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Step 16 - System Install 

Here he go over how the system works one more time and how it's 

going to make them very happy. Stress that it works as a complete 

system, and that just replacing bits and pieces will not take care of 

their needs. 

Remember, you are selling on the fact that you:areatteehnician. So, 

use that to your advantage. 
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Step 17 - The Guarantees 

Here go over every guarantee, one by great detail. Stress the 

value of each guarantee, and get their cqmmitmen,t thatthey want 

that guarantee. As you get a. commitmerit .that they want the 

guarantee, get them to sign their initials.by the guarantee . 

.. 
1. To in the c-11st(1)'mer that;)ibthey -buy from · 

any other company, they will not receive sewice after the sale. 

2. To inform the homeowner that just because they buy a new 

system does not mean that they will be and 

epit> l 

3. Inform the homeowner that we onJY company who 

guarantees tne :homeowner 

e. ,. . ... ,. "'-'> for five years . :·· · · 

4. To getthe horneowher ;get used 
W · on ·' .. .. 

. .. : 

.. · ·:· ·-'·-· . 
..r:;· . 

6. To isolate the objectidris t6;jlsstone - ... _. 
' 

I (._Y;,. ... ':> •, 
. . . ... : . . . . . . . , .. : ... ,.. .. 

· 7. To give them .p.e.ace of mind, by · . 
. . . .. : .. 

· . . 
. . .. 

" 

• . .. . ·. ·i . ·. -l\-: 
• (°··' • 
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Step 18 - The Close 

Present your price using a written out investment;price book. You 

have at your access the investment cards or the investment guide. It· 
is very important that the client an L1nderstanding as to where the 
price came from. They need to see thC,ityou),haveitjn writing. 

Failure to have itin·writirig will resuiti;q.;c:tla¢k'of:trust. Alack of trust 
will result in no sale. ··· ·· · 

There are several ways in which to close the sale. A great way to 

close the sale is to reiterate the benefits of the they designed, 

then show how you came up with the total and tli'eh assume the 
·order: 

"Okay Betty and John, this is the system you g,f¥¥,$ywahtand the 
investment is only $10.11 a day; how does 
schedule for tomorrow morning sound, orwouldyouprefer Tuesda,y< 
morning?" 

The most successful Senior Technician is a big believer in asking for 
the order as many times as it takes. It that the 
Senior Technician may ask for the The best trained 

Senior Technician will learn several ways lo ask for the order, and to 
use the art of negotiation. Here is an example: 

"I don't know, this seems a little high." 

"High? What's high about it?" 

"The price." 

"The price? RememfJerthe 100% ·': 
guarantee? . ' ·· 

"Yes." 

You do believe it's real don't you? You don't think we'd lie to you do 

you?" 

"No." 

62 
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"Well; then let's do this. Let's get your system install tomorrow. You 

can start your test drive, and see why this is such a wise choice." 

"It's still a little more than I was expecting." 

"I understand. I mean you weren't expecting to buy a new system, 

· but you need one, right?" 

"Yes." 

"Hey, I'm going to make you happy here. Tell me what it will take to 

keep my installers busy." 

"How about a thousand off." 

''A thousand! Gome on Bob. Come on." 

·· "Okay. How about $500?" 

"$500? If I do that, will you let me put a yard sign out for a week? It's 

only the size of a small road billboard. Nah, I'm kidding, it's a 3 by 2 

sign." 

"Yeah, that's fine." 

"Great! By the way, do you guys want to use the same as cash 

·option or the standard finance option?" 

After you get a "yes," immediately complete the paper work in it's 

• }''.:,. !. , •••• You must have the following things to consider the 
·· ·. complete: 

-

-

I. A complete agreement with client signature. 
2. A complete form of payment. Either cash, check or finance 

paperwork. 
3. An installation date. *Preferably the next day. The sooner the 

better, because it reduces cancellations. 

4. A layout for the installers. This should include measurements and 
pictures of the system to be replaced. 
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__ flrumced:__ def)9slt. Balance due tipOn imlaflat!on 

.awrovru bY. · ome __ ......._....._,......._ 

Oilte ............. _......_ .......... 
Customer a;ipt6'JBI by Date ___ .._ .... 

··,· .. · . 
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How to Handle Objections 

Why do our clients object? 

1. Fear of c., :s ,:..... ()-- 1-- .....-) 

2. · "' '1 .. h, feeling 

What causes objections? 

1. Value 
'}! ....... ..,. .... . _ 

2. Information is unclear 

3. Trust 

6:5-

• J 

•' 

lit':.·. . ., . . . 
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How can you avoid objections? 

1. Follow the s:_, 5--r- "-- + understand the 

·<; 

2. Build a strong f.,q;,sbj) 

3. Iden ( lot s /1 t '( zl s . 
>Jo 

4. Know tvh "-i 

I 
you are there. 

... 

) '· 
5. Eliminate f f ". :_.. in your client's A' , ,.., (!;./:. 

I 

When an objection 

1. Ask a C f 

2. /,'>+""-- and concern. 

3. Determine if the objection is 

A. 
B. s 

t 

4. f I tt f-Z. the objection. 

5. Satisfy the C7o ·A G··e.J• v· ' 

6. e.. l Gt r-" -f;.,1 it is understood & satisfied. 

7. Take the 

' ,:. . .• .,01' .• 

. 
· ... ; . 

:-

The Senior · 
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Fatal Errors of the Advanced Order Taker 

; .. ·. 

·., 
i; 

,,_. 

-

1. Not I ·• When you think you know the true 
objection and you: - . · 

a) Put G-.:. intatthe client's mind. 

b) Put :.t mind. 

2. f ;, "::S Making assumptions 
that can or may belittle or insult your client. 

the ,tfue. issue .. 

5 N 
,,.. ·1:. 

. 0 tr 4-V.. .r.·,:f' "'·"'-1 
;· . ., ( 

The Crown Champions know they will have to ask for the 
order at least 4 on every sales call if they want to 
earn the homeowners business that night. 

If you only know . ways to ask for the order then 

you will lose or more often than you will 
earn their business. 

... 
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Five Methods Close the Sale 

First 

Method 

Second 
Method 

Third 

Method 

Forth 

Method 

Fifth 

Method 

2. Urgency,:_ 
e_ r ·-"" .,.,, 

3. Feel - Felt - Found: 

4. If I could, would you·;-·»+f;ir 

5. Answer and Ask: 

68 
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The 5 Big Objections 

Purpose 

Note 

First 
Objection 

Provide some scripts that are starting points for objections 

handling. 

These scripts are not a "magic pill". These are the 
. basic ans\flers to :the basic objections. Every situation 
is going fo be C:{ little .different. It will require your 
listening and focusing on what your client is really 
saying. The following answers are a small part of your 
training program. Even after this class, it is important 
for this to be an ongoing process. You need to 
understand and learn about people. You are in the 
people business. 

The situation is different in each client's home. How 
ths objection is handled will depend on what was said 
earlier. What answers did they give in the comfort 
survey regarding how much they could spend, what 

kind of budget did they say they have, etc.? 

"I want to think about it" 

· This objection is handled in the Guarantees. During 
this tab you discuss with the client the features and 
benefits you offer, and describe how you differ from 
the competition. Introducing the Guarantees will allow 
you to put your money where your mouth is. Once 
you've explained five of the six guarantees, you will 
still have the 2-Year Trial Guarantee left to introduce. 

CA: "Based on everything we have over at this 
point, the warranties, the guarantees, the drug free 
technicians, the criminal background checks is there 

any reason other than money you wouldn't want our 
company to install your new in home comfort 
system?" (No) 

"If you are like most of the folks we have been 
fortunate to serve lately, you would like to take a 

days to think about it, is that the type of folks 

AIRC 69 The Senior Sales Technician 
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Second 
Objection 

you are?" (Yes) 

. "Today is what, Tuesday, J1vhen do you think you 
mightknow?" (Probably, next Monqay.) 

.::>'.·: 

"So in six days yoqwill feel comfortable?" (Yes) 
.. . ··>.'.<,···· ··. .· 

"See we'don'tthirjk t6n?J'>enough. We are 
going to give yoi:i730 days to think about it. Put it in 
and test-drive it for two years. If you don't like it, I'll 
refund your money. We are going to let you test-drive 
your new home comfort system f()r'. two and if 
you are not satisfied we Will refuhd 100% of your 
investment. You see our company is the only 
company in town that provides· a two year 100% 
money back guarantee, and whatthat means to you is 
that for any reason what so ever, if yoq don't like the 
people that answer the phone, you don'tHke me, you 
didn't like the technician that came and servicedyour 
system, what ever it is, if you are not happy · 

· system give us a call and we will refund 100% of your 
money. Now, that makes it pretty easy, doesn't it?" 

Brand Objection 

Will be eliminated in The Most Important Day in the 
Life of a System portion of your presentation. 

CA: "We belong to an International group of 
contractors across United States and Canada. And 

by belonging to this organization, we have over five 
billion dollars in purchasing power. Now what that 
means to you is that we can get you any brand of 
equipment available on the market today: Is there a 

··· specific brand of equipment you had in mind? (Yes 
"Brand X") 

"What is it that you like about Brand X?" (Well I am 
· justfamiliar with it.) 

"Do you remember when we talked about the most 
important day in the life of a system is the day that it is 
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· installed, as discussed in the "True Total Investment" 
brochure? What happens is that it doesn't matter what 
brand of equipment it is, any brand what so ever. 
When you take a company, company A, like us, which 
specializes in residential replacement and you take 
another company, company B, that does some new 
construction, some commercial and some installations 

as well. Well, company A that specializes does a 
fantastic installation job on this piece of equipment 
and it lasts 15 to 20 years. With company B, which 

does not specialize and just dabbles from time-to-
time, the very same piece of equipment only lasts 
from 7 to ten years. So, the most important day in the 

life of the system is the day that it is installed and the 
people that stand behind it. Now, if my company offers 

you a 100% money-back guarantee on any system 
that we install and it was absolutely free, is that 

. something you would be interested in?" (Yes) 

"You see my company offers that warranty on most 
systems, but they won't offer the 100% money back 
guarantee on that system. Why do you think that is?" 
(I don't know.) 

"I don't know either. But, I guess the real question is, 
would you rather have one of our systems with a 
100% money back guarantee or would you rather 
have Brand "X"? 

Brand Objection 

(What do you install?) 

'· CA: "Well what we do is take back the Engineering 
. Analysis and based on the heat loss and heat gain of 

your home we will install a system that suits your 
needs. That is what you really want isn't it? (Yes.) 
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Third 

Objection 

Note 

"It cost too much." 

"Most things do now a days don't they? What were 
you thinking?" (Probably $2,500, $3,500.) 

"What made you think that?" (Just around about 
guess, from talking to other people that had bought a 
new heating & ale.) 

"What kind of warranties and guarantees did they 
get?" (I have no idea) 

"Remember earlier when we .. talked about the people 
choices you would have? It was pretty important for 
you to have drug free technicians> in your home who 

criminal background checks done on them, wasn't 
it? Remember the story I. told you earlier about the · 
installation that caused the gentleman's home to burn 
down in San Jose, Calif .. ? Do you think he would 
make a different decision today based on the outcome. . 
of his cheaper installation?" (Yes) · 

Cost too much is truly built into the entire Persuasion 
System. Cost too much starts with the moment your 
call taker or your sales lead coordinator sets up the 
sales call. From the time you show up on time to the 
time you make friends in the living room. If you can't 
make friends in the living room, it's going to cost too 
much. Cost too much is value. If someone els(3 is 
$2,000 less than you, you need to show the client 
$2,000 worth of value. Because when value exceeds 
the price, people will do business. They will not buy if 
they don't feel comfortable, or if you haven't given 
them peace of mind. 
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Fourth 
Objection 

Fifth 
Objection 

"I can't afford it." 

1. You need to know how much they can afford 
each week 

2. You have to get them convinced that financing 
is the way to go. The challenge: Do you 

believe that financing is the best way? Do they 
realize it is smarter to borrow $10,000 at 1.8% 
and leave their money in the stock market, yes 
even today? If they don't understand the 
c;oncept, then they need to attend "Financial 
Power and Effective Questioning" at NMA. 
That is the follow-up to the Million Dollar Sales 
Summit. 

3. You also ask the customer if they have a 
buc;Jget in<mind. If they were paying cash then 
you know what type of down payment they 
have available. 

With all.tbree ofthese questions answered combined, 
with the utility overpayment<(it is set up during your 
engineering analysis time,.and:covered in more detail 
in the True Total Cost forn;:iu:la, then by the time you 
qualify What they can afford on a weekly basis, you 
will know how much they can afford. You know if they 
have c,my money to put down. The power .in getting 
over the "l c;an't afford .it" objection is getting them to 

. and they must see 
thevalue. 

"I' rJ! tt"· Th. . ·.· ·B"d " n rt 1 m ge ·mg ree .. 1 s. •.,...;r,a 

This is dealt with in two parts of the 
Persuasion System. The first part comes after the 
homeowner tells you they are. getting three bids. You 
will use the following questioning technique. 
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First question: . 
"What criteria will you be using to determine which 
company you choose?" 

(You have to get tQis question out in the open 
because the only thing they are thinking about is 
price.) When they $ay price, you can now lead in to: 
"Are you about quality of the product? How 
long it's going to last? Future repair expenses? 
Warranties?" This start the process of opening 
their minds up to the fact thatthere is more to HVAC 
equipment than just price. 

Second question: .... ,< 
"If my company can measure up to<your ,, 
could you picture yourselfas one oflhy clients by the · •> 8· 
end of the week?" 

Third question: 

"Bob and Betty, when most people'say they are 
collecting bids, whafthey are. really saying is, 'I want 
to check several sources to make sure I'm getting the 
best value.' Isn't thatwhatyou are · 

·.,..:..;:...' 

"As we design your systern tonight value in 
mind, because I'm confident that y($:0 · can get a 
system put in for less than what I'll .1]1 '§.< 

becal:lse unlike most comparties we dori'fi\tal<@i'i: ··;;:,:·. '.'<;' 
, .· . . ... , . . . . :·.···::::.. ,-_:if:;_;·;:{;.l'Fii ,. 

cuts or use cheap materials that decrease effiCiericy · .. ·.·. · ····· · 

and shorten the life ofthe system. But I will make you 
this guarantee: that you won't find a system put in 
right for less. 
And yes, we will guaranteethat in wrrting." .. · ..• 
"So if you were confident that the system we design is 
the best value for your family and the best investment 
value, there's not any reason why you wouldn't 
go ahead with it, is there?" 
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Fifth 
Objection 

"rm Getting Three Bids." - Part 2 

The second part comes at the end of the process after 

you ask for the order, and the homeowner replies, "I 
said I wanted to get three bids." 

CA: "Remember earlier you shared with me that if you felt 

this was the best value for your family, and the best value 

for your dollar, there wouldn't be any reason you wouldn't 

want us to install your new system? I'm kind of curious, 

de you,'feel it's not the best value for your money or 

family?" 

Client: "Well I don't know, you're the only one I have talked 

t©:;: Before you came here; I wasn't even expecting to be 
paying ··a, system." 

CA: "I can that. Can I ask you a question?" 

Client "Sufe!" 

CA: "Bob & Betty what more would you be looking for from 
. the ,company,whb installs you· new home comfort system?" 

Client "Well, nothing I guess." 

CA: "So you would be looking for less?" "What less?" 

We already know they want the same thing for less money. 
We already know they can't get it. 

CA: "Bob and Betty, let me just save you a whole bunch of 
time." 

*Now bring out:5;;competitive bids and lay them side by side · · 

"· in front of Bob and Betty, not one of your agreements yet. 

CA: "Let me ask you this, if something is not in writing, was 
it ever said?" 

Client: "No" 
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and based on what they are offering, which 2 would you feel 
the least comfortable with?" 

* Once they pick two remove them. 

CA: Now looking at these three which company do you think 
you would feel most comfortable with? 
Client: This one. 

*Now remove the last two and put your agreement next 
to theirs. 
**Do not bad mouth the one they choose, find 
something good to say about them. 

CA: "I see you chose they.cire a good 
company around Naples, and in fact we have trained 

some of their people. so.me great lead 
installers at our companyand some of ouf'l1elpers 
wanted to be lead We did not any , 
positions and ABC compafuy did. So a couple of otir 
helpers went there to take lead installer jobs." 

Client: "I see" 

CA: "Now there are a couple of differences 
our companies that I would like to point out." 

CA: "The first is our comfort guarantee, earlier you 

said you would expect a company to provide a 

comfort guarantee didn't you?" 

Client: "Yes" 

(;A: "Do you see one dri their agreement?" 

Client: " No" 

*Continue down 3 or 4 expectations that the 
clients had. 
** Make sure you are aware of the strengths and 
weakness of all your competitors. 

ON OUR 1s 
AIR & HEA11NG¢ 
Always Oa n.......o, You Don't Pay A 
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CA: "If a company is not willing to meet or exceed 

your expectations then you wouldn't even consider 

them would you?" 

Client: "I guess not." 

* Slide your paperwork over to them and hand 
them a pen and say: 

QPi/ "G6,ahead do the right thing." 

As long,,as y0,ll' can comfortably and confidently 
lead your clients through this process the easier 
a'pd m.ore, you will be in overcoming the 
other bid challenge. 

77 Sales Technician 
· ·· Success Academy 2007 

BARNABY -000314



The Dirty Dozen & Go-Ahead Words 

There are certain words in our language that are fear-producing 

words to your clients and should be eliminated from your vocabulary. 

Destroyers Positive Words 

1. Sign It 
I i1 

2. Contract I invoice 
• , I r I ........ .. 

3. Buy 

4. Deal r . , 

5. Sold b :rif/"'. I . ; i /j \;.I :;; i i :.r<-<,./j 

6 . Salesman 

7. Decision Makers 

8. Cost 

9. Flat Rate 

10. Pay For It . c .. 1 .' ,, . .. , .. ,) ,.:;. ,. . . 

11 . Customers 

12. To tell you the truth/ 

To be honest with you 

I . 

c_ I , • .. f ' f"I . ...... ..;; 

fJe> (_'.,.. .. .. 

., ,. i \ .::, Jt;--"i':,_ I' p-\, .... ._, 
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The Best Marketing on the Planet 

1. The greatest marketing a company can have is great service 

people doing exceptional jobs for their clients. 

2. If you do an exc.eptional job, the client will tell 1.. 
about you; even when don't even ask them to. 

person 

What are some of the activities we could do to increase our clients' 

referrals? 
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Door Hangers: 

Olle ofthe nslest\'la)'S ls by placlngadoor hanger 
door hangers.available to you here rompliri1e11t the bomeovmer on their 

house and then 1')rovide tbent with a special offer. 
:'" 

By homeowners 'With an tnuntlYet() call youfora super or a 
yoo11 be able to interest in 'f<Nr lfs that interest 

that will get your tedmid.ans Into the homes of your· netghbars. Once you're 

mere) Ifs time to .that new dient all of the Jnformation need to irutkt au 
informed al:rout their system. ·· 

Logo· 
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Completing The Appointment - The Debriefing 

Process 

Once the technician has completed the appointment, he/she must 

radio the dispatcher (10-8) for the debriefing process. The dispatcher 

will then use the following processes to debrief the technician to 

determine: 

• If the appointment is complete; 

• If there needs to be ariy fOHow up to this appointment 
(order a part, schedule a second service visit, etc.). 

• If the technician collected for the repair; 

• If theJechnician made a sale; 

•, The installation date of the new system; 

• What inventory the technician used from the truck; 

• The·time spent by the technician on the appointment; 

The following form can be used to debrief the technician. However, 
SuccessWare is the preferred system for debriefing the technician. 

81 The Senior Sales Technician 
Success Academy 2007 

BARNABY -000318



• 

Technlda11 
. . . 

Date ____ nme ____ Tedmidan ____ __. _ _ _ nc..R. ______ _ 

CaUCod« 

RS - Repait .. .(CJ!.::7, Tune.up· 
·CM - Club Memba .·: .. :;·wµ ·warramv 
IN - lnstaUation Other · 
CS.-CaUBa<:k 

1. l)ld ·the di-Ont lnveStln a Club Membership? 

•'"··:' 

·o res 0 No 

If no., pl.ease list wbyi ___________ ......__· .... ·· ;_,. __ _ 

2. Is the service complete? ' "[3 0 ·No 

3. Did you collect lhc revetme anaovnH 0 Yeil 0 No·. 

$ _______________ _ 

4. Have you recorded the modet serial; and filter size? 

5. What ts approx.lmate age of the ___ _.... .. Yeai:s 

6. is this a lead for 

If' yes; what? --------------------..;...· .::... .. __ ...;._ ___ ...;..__ 

7. Dld }'"OU place. fa he ls 011 the equipmellt? 0. Yes 

a.. Dld you tag the valved 
"';·. -

9. Did }-OU leave business cards? D Ye-.s ·o No 

10. Did you put out door hangers? 0 Yc.s 0 No 
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._,. 

·"---', 

. /. 
:- .•'· 

.·,.. 

.... 
- ·.,.·.:.· · 

( ,,;/· ·'· 

'V 

: .• .J 

<......-' . 

LEADSUMMARY='lU1J>ORT - ···-·--'"' . . . ·... . · ' :c · , _ _Jj ;l, 
. .. ' · :. ,, _ ·· ·. . Comforr . . : JW,11 •. • .. 

__ er-.. .. . _,· •;,'.Check01'<i I: 'cait·: I -: $QLih ;T:-COMM % : ': . 

. '-, . Go i. 1". . ... . . • . . .• . · . 

... - l r · 1 · -
'•' .. 

o . $otd Job .. 0c6ngratrifatfolis!!!.! Good Jobi! !!'" 

o ·No'SaieJ . 
1..-;VhY: Please- be . ,. ·t· ,-, ..•. ;,0. · 

' ; '•. 

. . ..:·:'', . · ·•· .... 

. ·:- . .. ' . . . . . ,·'.. ,"·.:. : .·. 
2. 'Whatis.dieiCE:;OSE'PROBABILlTY? (N,;'@'/ C,:D) _ · _· . . A=Very GoodChance ofClosil\g 

· .. - · · ·· · B::Bet1er Dta!f Avei'3ge Chance of Closing 
· · " · ···· . C---Could {50-50 · 

3. Ifihe i.t sell for?$ ___,000 . 
. . stiu Worth 

· ____ · _._· __ _ 
6. PHONE FOLLOW ·UP: ·--·-·/:._( ___ ,, l\far.k Your. Caleildad *** 

: 0 MA.RkEtlNG'.tb'FOLLoW-tJP :(Closed i No Saie'/N6 . 

'..' · · . . ...... ..:... .... ____ _ 
.. r, , ·;.. Ci Either: · · ·· . Has no $ f.NO.:Credit =>Not a Buyer 

Or: ·· .· .• · .· . . WeiltWith-OtherCompauy: ___ · 
.. -. Or/rer Company Name 

o Is i Club Membership Customer? 
_o Central Air or. Heating) · . . 
o tfo (doe{NOT have Central Air or Heating) · 

. ' .. · .. .. 
· ·conuuissiou ·Total Li:stcPrice: · 

· .: . ·· Discount Amount: 
':.: · sa.IHrice: .. .. . . . 

· .. · .. Percent: (Discou11t by Td,tal·tist Price) 
· Rll.te; . . · ·. . · Opri.tnittr or Preriiie1) . . Basic 

less · 9.o-OAi: ;.. 7.0% 
· DiSc-Ount 10% 8.5% •·· 65%. 
- · · · · .,. 7.7%- . ·. ' 5.0o/o 

;.¢:om_;n.ission .cfatal Sale Price times Comm1ssio11 Rate Gifcled) 
·· .tiM.Approv!)l . . . . 

(Circle one)· . 

!Can Status ( ;odes: .: . . . . .. 
' lot = CitSli°Safo Or. Eii:iiincing OK / fusrnllation Scheduled 

io2 ,,; Sale:. Fiti.ancing I cre.dit Application Pending 
p3 = Quoted. Nci i;;ale · .· · . . . · · · ·· 

07 -: Request 
Olf. = By Office I Consultant 
09 ='Rescti&tiile: One leg (5) p4 = No Qnote, Res'clieduled (5) 

!Os = No Quote., N.6 Go-Back 

83 . 

I 0 = Appt. Cancelled by Customer: No Reschedule 
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Memorable Visit Report 

Following completion of the Care 
Representative will be contacting the homeowner to ensure our 

service the 100% satisfaction guarantee. 

· Memorable Visit Calls 

for the client. 

• Tell us what we did ..... f_,·._.;,:""":ry ...... .... :t*_.:, .-_____ ..... __ fr_.· _ 

· • Show us where we can improve. 

• Reinforce/remind the client of the Club Mefflfu'ership. 

• Second opportunity to reset the lead. 

:\· ,, 
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Memorable Visit Report 

Client Services Representative/Sales 
• .. -

Mr JMrs./Ms. , this is with <company name>. 
Our Senior Technician recently visited your home, and I was calling to let you knoW we 
appreciate you calling us, and to say thank you for letting us be of service. (Pause to see if they 
reply, be conversational.) 

The only way we can serve you better in the future is to ask how we are doing today. 

• What one thing did our company do in providing you service that stands out in your mind 
today? 

'/ • ... ,. 

• was our response time good? 

• Was------- (Name of Senior Technician ry courteous? 

• Did (Name of Senior Technician) wear shoe covers and dean up 
everything after finishing the job? 

Did {Name of Senior Technician } address all of your concerns and answer all of your 
questions? 

Is there anything else you can share w ith our company, in an effort to improve our service? 

Purchased System 

By the way, congratulatlons, on your new home comfort system. You will enjoy many years of 
comfort. You have made a very wise investment and I know you will be very happy you did. 
(Go over benefits of their new system.) 

Did Not Purchase System 

By the way, I noticed you haven't chosen our award winning team yet to install 
your new home colnfort system. A.re you still planning on replacing your old system? 

(Be conversational - they may share with you what you need to know to eam their business.) 

Thank you for your time, have a great day! 

85 The Senior Sales Technician 
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· . .._ 

Client Concern Report 

Time: AM/PM ----
Client's Name: 

City: _____________ ST: ____ Zip: ____ _ ·-

·t;;f.i!1;· .. 

Agreement No. Job No. Senioriij}-eCfi No. - --- ----
Reason why client is upset? i.e:, price, workmanship, attitude, etc. 

>. 

Query Questions to help resolve the concern: Supporting Documents . 

1. Did we show up within the time frame as promised? Yes 
_:r,'.;: 

No a 

2. Was our Senior Technician courteous in the way he acted? Yes No IJ Letter . 

IJ Other 
3. Were you given options? Yes No 

4. Was our pricing guide used? Yes No 
:i .. ;!' 

5. Did our Senior Technician explain y.our options? Yes No 

Information forwarded to for resolution. Date: Time: ---- ---- ---

FINAL RESOLUTION TO CLIENT 

_F_o_r _1r_a_in-in_g_pu_r_p_o_s_e_s_-_h_o_w_c_ou_1_d_th_is_co_ n_ce_rn_ha_v_e_be_.e_n_a_vo_i_d....,e_d_? ____ 

T.L. INfflALS: ____ DATE: ___ _ 

The 
· Success/ 
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TIMESH·EET 

TeamMember: __ ___.._...;·;..."-.... .... ..... ____ ....... ____ '------

Start dace_l_l_MTWT F SS End dm:_/_l_MT WTF SS 

Dace Work I:>ecrlp.lion Jobi 

-;, 

Totals 

IDSUuccions: FW ouc daUy. 

Eaoer Job; orTlclt«# an c-olumn (Use "'T'" for rra.10102 and roeedn£ dmt « "VIH .. for 

va.catioo uui bolicb.y). 

Enre.r a brief descrlpdon of w.o.rk-pe'fforroal Jn Work Oesaiptlo.o eolumn. 
Er1oer time rn fracclons nearest \4 boor. 

: lb Dept. cohuno we nwneric Codes as 
• 10 ci0mmerct,\I ttpalr • 11 re.placement • .12 coromecdal sdl.aiuled sel\'..lce · 

• 20 residential • 21 resideru:ial. cepb.cement • ·22 scbtduled 

• 2;l cc.nstrucuoo 

Tlmt stares upon arrlw.I ac locarion by dispatch or opecatloas nwiaier and time. ends 

upon complerioil of \\'<>Ck at l.ur job location (not to and from home). 
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Key Performance Numbers and Expectations 

·• ·45 C: 

• Technicians must average $ recognizable 
revenue per call on repair calls. 

• Technicians must average $ _______ recognizable 

revenue on scheduled service calls. 

• Technicians must produce 1 Lead per everyfZ_) repair calls. 

·i.fC> 

• Technicians must produce 1 Lead per 
service calls. 

• Technicians must convert 2-'? % of repair calls to 
Service Membership clients. 

• Annual Club Membership Attrition rate must be 10% or less. 

• Senior Sales Technicians must convert ff<:=-> 
opportunity calls into orders. 

• Senior Sales Technicians must average 
closed opportunity. 

%of 

per 
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The Scoreboard 

The Scoreboard measures, on a nationwide basis ... 

• Leads Generated by a Technician 

• Residential Sales by a Technician 

• Number of Club Memberships Sold by a Technician 

• Total Revenue by a Technician 

• Residential Sales by a Salesperson 

• Talking Thermostat by a Technician 

• Number;:o-f;Qlub Memberships by a CCR 

• Total Reveilue Installed by Installation Crew 

Each year there are Monthly and Yearly Winners announced at the first Expo of the 
year! 

0- ,.,,lll.,2<13 
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A .. ld11RltlS.1-1lJ)\ .tf.cM!CPn 

.. ...... .... - ... ,. - - ..... _ . ...... •• --·-·· 1,1 
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· 
. j 1212006 j Ser'Jice .. . ·; ...... .. 
r •• • .. .. -·_.:..-· ...... , ... , ... .. ;< . .• -j 

! 1212006 \ i;rK i 
i ,.,,. .... ,,,.-\,, ..... ,, ;,,.,_ ,,,,., .. ,:;....,:: .. ,....:.. .... ....... ... - .. ,- ...... ........ . • • • ·• •• • _., , , , •••- ,.J .. ·_.., .. , ... :_:,.: :: .... ., ......... ••¥" h ..... - ....::.:. .. ; .•. ... ·.::....:. ................ ..:,.. ..... J,J .. ... ... .. ·4 ... ,, .. _ . .; 

j 1212006' !servlee msooihem CaUftirNa l Ei.it\i.._: ·· ····".· .: 
. ... . . .. - .+--..-..... ,. : ........ ..,. . ,__ . ..,: .... ... ,.,,..,.·- ,..,. ... : .... ...... - ....... ...... } ............. ...... ......... ·. . . :} '.. .. 

; 1212oos l S:ervice of Ca!ifom1a l San Ramon -:lci.\;;;1, :+$t?9¥41,l · 
} ' • • ' . • • ... .._ •• ... ._;.... -·"" .,;..,_:. .... !. •.••• • • ·• • , . • •" • .; .... ,.,.., .. • • ... ... -·..-• •• ., ,. ... i:.1 

; • • • '1 • • i 

I 1212006 ,service Champions of Southern California !Yoroa.Unda ( . ! · : · ! $135,167 1 
r_,._ ....... ,..,.,. ....... ............. ...... .. .. ...... ••• ,oc·-,.·•· ·......,.,L.,,"""#. .... .. . . ... .... ..,...'lli 

t N.umber Of CIUb Memb.e.r!hips,Sold 'by a Technician ;YJe\!f.Cotnp!ete\;UstJ 

.. ... -J •. ___ , .. _:: 
! 12120os ; R Best Quality . i Abilene } TX ·i .. . . i 36 .·· ·' 

'"'i ' ' .. ·-- ... ···- ' .... ''""': ".''' 'i ·:" • --··· ..... . J: "'." '''." r ·•;'.",;,.,.,., . ..... .. .. :· ·1 '{: 
1212006 ·,Bell Brothers Heating·& AJr, i Ell< Grove .i. CA l . I Chavez .. j 34 ·· · L, . , 

• , . • .. n _,,.., .... .... ... . , ,. , ., .. ,, .. ._ ,., .. . , .. .... .. . J ........ .. .,. ...... .. . .,...:,....,___.i,., ................. :..-..: ... . ............ .-v ... .. . • 

1212006 ; Cal -Bay Service. - i Benltla f CA ; Derpfi .. .. : "· 1.34 . .. .· j ,.'' 
1 . ,, '--·-···ff ·-· _,. - _,,_,,,_.,,._ .. .. ·--. ' ---:· -- .. -, "-··-· : ' 
1212000 lweeks'Service,co. !,League city ! rx i .. , ·. . · ! 

. .. - " - --·-·· .. ··- :·:"'' - . V··: ;,.,_, ·· --.,., . ., ...... ,,.:.:::_ .. :•:.'.._::-.·:- · .. ·.. . . -.. ·•; 
1212006 Comfort E.'<perts Inc - · i Weatherford : TX 'Clint M - . , "',.,.-. ·<'J.::;..si''<·· 

. .......... _ ........ ; . . , .. .. .... ... . .. ... .. : ....... , .. L. ... .. '. .. ... ... , .. . .) , . , ... 
: Total Revenue by a , , · · ete li l , 

I \ ' .,.,,: " .. -''wW•-" ' . .\ ·, 
j .. _._ . ""·+·-·- · '"" ............ . , ,,,, __ ;;,, .. .... -.. ,. . .. ; ....... ......... .. , .. ; .. ., ... _.,.,..1 ... ., ...... .. --..;.;.., .. _ _ ,,. .. .. y-:...: ......... .. ... ;.: ........ -1 

'1212006 ! Atlas Butter Heafiri9-·&·coo11ng · , · 1 Columbus j OH . ;:srtan Rooset ·. I $22,-429 . l 
;.--...... _ ... .. ... . { '"'>' ...... . ... ., ... ... - .. . ·····:· .. '-;"':: ... -.. ........ .. . .,.-. . -.... ..,_ ......... .... __ .,. . .::_ .. .....:. .. :.:-... f ......... .... , ............. ..... ,. .......... .. 
: 12!20D6: Morris-Jenkins co/ •:· ... . . . · ; Charlotte I Ne J Bobby < · .. I ·· · · ' 

.... - ····-. ·: ·- ....... ·- ·····- · .. ··--······-·--.... - ····--::;, ...... .. -............ , ... _ ...... - ............... '"1.. . .. :··- ·· .. ·1"··:-,····-.. ;.:-1···· ............. .. ·. .. 

i 1212006 l Morris..JeQI<-ins co. \Charlotte ;Ne · { . '.'6 .· 
1 ; ' •• •!• .. , ... '* . ., ... • , . .,.,, ., . . ,-.., • • ,,,.. ,.,.__,.., ., .. t'M ....... ., .,. ... ........ : .,..,,,_, .. ,...._,,, . .,., . .;. " ····• .. , 

; . ; Neighborhotid Plumbfng, Heating & · '. l - " l . i-. 
;12!2006 i . . - ".·.· lFoley lMN !Mike.Pofahl j$19,725 
; AJC . · } i j 
1 ..... " ' _, .. _.,., . . .. ' - " ' . -·· _.. ... - - ..... - L- - - -- - - "' " .,. r-: ,_,,.,, _. _:._ ·-- ...... + . , .. _ .. .. _.,,.,._ .. ..: .... ··: ·i 
1212006 ! Morris.Jenkins co .l NC I Bo:WafriwtigYit ; $19;305 1 · 

! - . ' l · · ' · I l 

.·/ "' 

· ·'- . . 
.·.-: 
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·:_,, 

. ! ; : ;;·_: .:,_ ... _.._ "'' .. 
FResldtntiil0lale1·byflll9·spetscn ... L ,, · ... · 

· 
(--:---+··..,:. .. ! .... ______ ... , .. +.:< ( .. <, .· •. '. 
; 1212000 i service of Southern CallfOmla .:Yorba Linda:! CA 1 Jim-OOtson: ·: ! $251 .; 

,...._.... 

I .. · ·.. , - , " ( , i , 

.. ---,.!than;·· r;;·-· 
::..._;..· f,,..,,,..,. ,. ..................... -1_,.,._ ........ -. ..... ..... -........... , .. : .... . _._ ..... -..1 . .,1 ..... : ... _, ............. ..... _., .. .. ,..,...,,\ .. :.._.._ ... ... ......... ... .. _ ....... •. . -: 

.· . . . , . Plurnbingi & cooling ) Cincinnati ·:.· loH -}George Matusaki Sl83;22s l . 
f .. ... ·-··Jr·· .;.... .. '" . -·. .. ..... ... '. .. ·- ··· .. ::::.. ··i·,,· ... 

........... ' •. ' • :-· ' 1 . - : 

·0J, ; 1212000.JComfortExperts; lnt. · )Weathertord !TX · GeotfG.. . • !l176,625 j 
• 

0 _. __ ,. "':•"" ·-""°''-' ._....,, , ,,_, ' ,,,.,.., .• '"l ' • "·"'l""'-''" . '' 

· . · ;Al Peterson . j$160l410 l 
. ... .... ...... .. 

- ·· · :. · · · .. . :· .· ·.· . · ·.· ·. ·. ... 

· F"'-T ____ -· ·-"" · ·. --·--·r-..:., .. .... ·· · · · 
i Date Company . . . . . . . .. .· +Jtatl 

1 
, 1 SaJes _ i .· 

:i:,f.,< · .· ... · .. , , ' ;,j'. .... + ... -. . . '··-·· .. : .. ---.--". , .. •:· .... .... ·-,, :· '"'"·-·-· -1 , •. . ----., .... .: . .-...... .. --1 . ' ... -

f "';'"''< , : 
=. j 1212000: lstenlng Hea11ng.& ;\jr Conditioning · · · .· I Lou!svllle .. -. }KY .. · · J Jeremy:stone · ; 7. . -.· · ! 

'·" . :: · ·• t:"'·--, ... "'' .. ; ... , ... ... ___ .. .. .. 
· l 12t2006 I Butler Coollng . . · ·. . : l.CO!umblJs I OH:" :. AndtHed·ges. : ·· .. i :: 

·.._:,• ) • ........ _ .• .• . ... .... .. ..:. ... ; ... . : ... :. ·-r. , .. _,_+-· .. ...... ,, ... _;, .. .. ......... .. -.... .. .• ;j_ .. . 

,... ·-i12raoos \Aavanted-eotnf01tSystems. LLc=· = · _ . ·(Ne · IRlckGlass - · :ls·· .. /: .. . 
...__ L ... ,.- ... ; ...... . .. _ - . . -... --- ......... . ..... .. ... .......... ... J .• . ... ..: _.:.; .... . ........ ,,,;.,, ......... :., ... .. -.... . ·. 

t 12120os ! Atlas Butler Heating & Cooling lco1umbus ! OH ! Brtari-Hdbser 1:3 .-. . l .. ... 
-· f ., !,..,,._'°""'"" '/ .. ... ·.. , 

lihlt .. i . 
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Tracking Performance ,,.· . ·:· ..; : ... 
. :-. ' .. "· . ,' ... 

The broclits cl BgVmUt &@rds: 

· fun. members. 
· · Gtve the team incentive to perfOJ.m .. averitgt. . :-
. on ·Lf#k \'!Jith · ., . · 
. Gh>etbe & quick, dill}· sru.phot or the 

hei.ng 1miftmble. · · ·. . ,:· ,.. . . 
· tet e11.1eryooe m the: company kno\•,• u the romparty1' staying :, ·:! · 

(goal). ,• ' 

· Rc\\."ard indi;,idurus who produ.ce 3\'l!nge results. 
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Revenue Boards· 

gml\VIY tn•p your· tef#m to1ehif\iethepb 
that m .• ed dly- By posting the numbers tM.tudl cfyour'led'micilns 

on I dlil)· )-Ott1lhelp a positive rompet1oon·1nd pm· 
presue to perfmin maooptyow.-

To muimia IJSteml its btst 14'.·xs· 
WPJte Hing it m I rdgllly \ibible within prefer.. 
ably \vMrf:)-OUWill ht holding most of }ttNr 

Thent on the m1sooitet ·11y out the Revenue Board according to tht follo\\1ng ex1m*' 
. p!t. . 

fill in the brd •h week with ea.cit and dill; goal •. e.ach 
day pMt tin results for tit da}i. Cf the ttchnicimi exceeds tlrdr tlut 
mnount in gretm in tJteit .slot for truat dtt)t. If they fwl short of trdt plt 
write tlm amount m red. 

The kft hind used to kcql traek d thecummt week 
Tb.t uther ldqfymu" Boatrd \'Vili be to keep of tM.montb ind }"Urly 
totals to dlte. · 

lmplementing Tum Rt\7tnue: your busintss is one of important 
funtlioos ts em· do to gh.tt yourself: 

· ?-.·tore. time to spend tllith friends and 

.. " 
· lettds.of happiness 

It v.iU dm encourage your teclmiciansto do their va-y·best whith mtans: 

· Your elients the best stl''icc posiibk. 
·Your tedmid;.ms v.1U e1m a 1tigber 
· Your will mtrease 
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Revenue Board 

...;_ . . .. ,_ . -·.-. .-: . :_ . -

Techhlcian-Name i-;G;..;;oat.;;.·---+-----+---..,-...;." - :+-. . __ -_, -+-'---·_ ........ -+-- - - -'I 

Actual 

+f . 

' " ,,.,, 

' •·.' 

'.'·· = · :··· 

Technician Name Goat 

Actual 
+I-...... '·- .:,·: 

T&am Goal 

+I· 
' . 

Revenue., Week- ,.,.,nth / YTD ·su:mmaries .. 

Month Week 1 wee-k2 . Week3 

Techllielan Name Goal 

Actual 

+ !_-
Technician Name Goal 

Acfual _;:< '., .;. .. 

... , . 
T.echnlclan Name Goal 

Actual 

+I · 

Techl'llGtan Nan'le Goal 

Actual 
_j • ; • 

TeeMlcian Name Goal 

Actual 
+ ( . 

Team Goal Goal 

Actual 

+ I-

94 

week4 

' • 

Weak·s MOnthTbt.31 :r 'Cf.:D.,:?. : 

,. 

·-
: .. 

' 
,. 

. , ... 

. 

- 7 
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. ·. 

. . c· e . .. 

:5xampli·. Goal Soard 
Lead GeneratioJt · 

· ( ( c· c ( 

... . ' 
· SSim . · i.:.· · ···:...· ... .. · . .· · · T . J't • • • • •• 

,y tjW1i{G:}a.1 
;.-·oa\;id· Actual . 

i ' DaV:fd + ·-
.. .. ' 

MtkeGoa.1 

MlkeActual 

.· ' \ .·. 

' . : ... 

:: . · .. < : ..... 
,! .· 

. ; ·• . 

Teaiii st>at :. · ' i:-; .:...· __ ....... 
Tei;·mACtiial . 

• ' ···. 
<, . . · • . . . 'Team+·...;:"> · 

,· ·:. 

· •• · U• Black pel'c 
) Jse: ·· . 

+ - · · · :: µse R_e<fO.r Grieeo Pe,n. . . .. 
>:.. . .. .. . 

Tc$$! tllif tfle vse or.!Y.QO can buy .tv1a00riite 
. or ttie a or offiC.a · n is . . · 

thick Aft:, ev Sfl., Wf'!.ita b6tifd. V01.t. tiang _it 
. and thatf (·r"ame around 11 While Wiii<:IO.W frame., Then to ma!$. 
the. vse ta_pe. · · · .. 

( ( 
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Family and Friends 

Take Care of the Family and Friends 

1. All of our clients have that need ---------
our services. Take care of them. 

3. Ask for the names of -----------
friends and family, and provide them with a 

for future service. -----------

Key-point: Get their names and contact information, and send the 
information yourself, or have someone in your company do it for 
you. 

Friends and Family Program 

Top Ten . 
an employee XXX Cornpan}; )"U may llsr any ten hoo5ebcl.ds (include }tOUr own) 

W.t'·:t 40% pr!oo teductJon (itl s.oole ¢:1.Ses below (OSt) fOnUtf product ()! .. 

provide. 

Only 10 households may be rtWStered for this ofeund all 10wi1lbe$,warded Platlnum .. 

'lb.ls is our bipSr prlodcy· client san'lce when caJUng fl>f 3n}' need. 

The above desa'iption states 40% price reduction on aJl}' product or secvice -t\1th 

Plu notice this i:11mun atrooma:tlc Platinum membership,;;. rhls is basOO. oo 40% oftlll productS 

or senices with the same smm as a Platinum rrwmber. The 40% can include diagooscic charges. 

and even. 

If ooe of the 1bp 10 wo.tdd Uke ro b«ome a club then they would r«ei\-e the 40o/o 

off the monthly fees. See Oub tab. 
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Each • mty list up co an additional homes that will a 2S% price reduo-
tion un all products or we provldef 

1he descrlptlon smres 25% prke reductlon on oy produa or avice. lhe 259& can mdude 

dlslosttc··. ·· dtugas$ reJllirsand erttu 

If one of your Super 25 cJJents would JJke to dub member, please fie the Top 10 Qub 

.... · · i The onlydUTwm ls theywooki discount rather than a 40% dJs.. 

rount and WOQ.ld not cecei\te PJarlnum scarus. 

Bonus: For the Top 10 or 25, the can sttllnm a bonus for ing on a club 

membersh1p. Hm\ftt; whatever the percenm, of the discount is, tha.twill also be the ptrcflltage 

otf 1M'llOtIUS bonus. 
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. -' . .... ·-' 

FRIENDS AN·D f AMI.LY · . 

TOPTEN . . . . . 
You mt}' Ust any ten houselioldf apJi11oal 40% · 
some cases our COi) for we provide. . . · · ·. · 

0n4' l'Ohouseholds may be registered fortblSof«wtll ,_ 
Thi is our hlghest prioriry client 9Jtd ra.1\1ts iminediam servke when: talliJia :for. any need. . · · • · 

: . . " .. 

. \', 
. . •'• .•.. 

Name: 'C ._:iv_ ,1:
1.1 .-. ·in. ... . · .}i:..•t.fth_ · ··. : .. . ,.'., .·. ·' n.· · :· ...... d · ,_. , , _ · . ·:: ":'. · .. t.

1
ruty m,' . :· .. 

.,. __________________ ........,... 
.. . . :: . . - ··-

.. · , . . . . 

.. -. -.:·'!_:.- .. 

3, _____ __________ _ 

4. ________ ._. ---------

). . . . .. ·' . : . ... :·:: .. :··· ... 
' .... :· ,, L 6,. _________________ _ 

. 

... .. =,· " . - ·L'.: .. :. . . . ....., 
· .. . · 

.. . · ··. . · · .. •. ·-. ·.:; .• : -i···" 

9._. ----------------
.... ... 

' 10""--_...._ ____________ _ ·-
,_ 

.. 

C)'' , , , j .. . 
Tne· senior Sale$:;T:echt'liclan 

2001 

. . 
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SUPER25 

You ma}' list up to an additional twenty .. five will a 25% reducnon on d 

produw or servkes we prmid.e. · .. 

____ _... ______ ..,_ _____________________________ ,........ __ 

... 

8, __ 

10._ .... 

u,.... ---------------------------

......... 

15--

19__ 

23..._ __ ____________ _..........._ __ _ 

24..__....___... _______ 

We otter this Friends and Familjf program to you a$ mocher oM <>f the many benefits oo 
the WldgetAir Co1tditii)ningTuam. And it wUl 'ontlnue t-0 all those family and.friend$ that you 
list. for as long a..s you are a pirt of our ream. 
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\. : 

Wheel of Life 

Purpose 
Create an understanding of why life balance is important. 
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Pareto Principle 

Purpose. 

.. ,. 

Align focus on the things in life that produce the most 
results. 

Actions 

1 
2 

3 

4 

5 

6 

7 

8 

9 

10 

102 

Results 

1 
2 

3 
4 

5 

6 

7 

8 

9 

10 
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-,.' . 
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. ;· . 

BARNABY -000339



" 
·'· 

,, 
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. ( 

:_.: ... 

Setting Goals 

Objective 

Note 

When goal setting for you to use the SMART formula. 

s 
M 

A 

R 
T 

These are self-explanatory; however, it will require 
coaching when you are helping your co-workers begin to 
set their goals. It is important to remember that any time 
successful movement towards goals is becoming a way of 
life for you or your co-workers reward them. 

. .. 
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Additional Success Academy Learning Opportunities 

1. Technician Related 

• The Power Performing Technician 

• The Million Dollar Factory 

• Money in Any Month (IAQ) 

2. Office and Administration Related 

• Mastering Your Financial Numbers 

• Mastering The Art of the Telephone and Dispatching for Profits 

• Marketing Sales Lead Coordination 

3. Management 

• Service Management - How Accountability Skyrockets 

Satisfaction, Revenue, and Loyalty! 

• Mastering Your Financial Numbers 

• Budget Your Way To Success 

• Building Wealth Seminar 

4. Other 

• Success Passport: Rewarding and Growing Your Team 

Through Adventure 

• Focus on The Future: April 5th 2008 - Las Vegas 

104 The Senior Sales:techr@ian 
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Mike Ditka is one of the most recognizable and respected faces in the world of sports, and he's 

bringing his legendary coaching prowess to Focus on the Future to irlspire you and yoi.Jr team to 

greatness! 

Ditka is a Pro Football Hall of Fame player and Super With;'a 26 

years of playing (12) and head coaching (14) experience, Ditka has amassed a career few can 

match. He is only the second person to win the Super Bowl as a player (Dallas, .1972), assistant 

coach (Dallas, 1977) and head coach (Chicago, 1986). After earning':ATl-Americahbnors at the 

University of Pittsburgh, the tight end enjoyed a stellar 

named NFL Rookie of the Year and selected All-Pro six times. 

Cowboy's' Super Bowl VI win against the Miami 

As an assistant coach with Dallas, Ditka's teams made it to the the 

1977 Super Bowl victory. In 1982, he assumed the head job in Chicago, and in 11 years, 

collected six NFC Central titles, three NFC championship game andthEjSuper 

Bowl XX title (1986) for which he was named Coach of the Year. He again earnedme honor in 

1988 after coaching the Bears to the NFC championship game. Ditka left Chicagcrill 1992 only to 

return as head coach of the New Orleans Saints in 1997. He retired from coaching in 2000. 

Ditka continues to generously devote himself to varied charitable endeavors, ihcludinghurnerous 

anti-drug and prevention campaigns. He founded The Mike Ditka Foundatioh:in 1989 to:Ef3ise 

funds for Misericordia, a residential facility for developmentally disabled children, and for 

pediatric AIDS research programs. Come see the legend Mike Ditka at Focus on the Future 2008 
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trailling that can ftt y<>ur con1pany's needs. Their 
to tndJ1,ooth etltry-lewl teclfo.ldans andtedmlclans who may 

neoo h¢lp fil an4 repairing and ooollng or phtmblng systems. 
111*?y also In <::ross-oVer training. Their indt1$try to a minimum 

.. stlt.fs will have .· · · • iabsm:etully equipped 
otrermanti:iacnrrei .. . ....... ·.products, as well as 

lS¥'ly , ... 
'I ':' .. -.' >.:! ; .. "·';' • : ,., ; .-::·:: <' -'""·• ·:· ·:• ''"''.'•"',(/ ._ 

Ultimate Technical Training 
,.·.>">'· ' ./ ·(.. ·'-''• 

Ultln1ate Tedmlcal Academy mlns a 
quality dassrOQtn and hands-on Jab time to create the best 

teclm! . ... .·· .•. .. ·. · . ·.·.. ·. il'l4ustryl:·Y-9'1:J;t() to. hire 
· Wltli UTA, 

you can . · · ·. · .. Ai9'.l1:;tptibtde ,, . in 

.... ... that 
person to our titree •ents (http:!Jwww.uiti1m1£ · ·· · 
CourseDescrtpt«:m.php. Electrical ltttpdlww.w.iiitiiitateieeh11icimt.conf/ 

and http:!/ 
www.ult,ima ... · .. , > ··· ·• •· ···• • ' ·• ··· .. Heating 

· ,;rurfatr tOJiai for 

you after oo · ,, •/',', '
4

'"'

1
·' 

, ,.,,.'r:: .. ·.· .. , '• _:'l_'"j:,:::/<;. - i /·,_;,:"._:;/ :r:-',:v· .V ,' .. :·, ..... " '-:, 
. ' . 

Success Connection 

web6..c:ise<:J. with video 

.. 7 Questions at the 

, ·· .. · ... Pricing and 

manager tor access to this 
'<-°)'-(.,i:: .:( ''.': ::;y" ... (-'( ·!,'.-.':):'f;!·.;\:-;::. ·'· ·.:,.'·,, ·;::.;;:,; ._'., •,,;:. 

107 The Senior Sales Technician 
Success Academy 2007 

BARNABY -000344



'· · ···" .· 

Script Book 

The words you write here will 

will go to work for you tne momenJ}Yi?!J . · ' ... n . 

grow and mature, and ", .. 
words. Don't abuse them, dori't misuse them, arid"don't · 

. .. · .. '.:; 

he.se.wot:s 
· 

,, . 
,, .. , 
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Step in Presentation # Reference in book_page # 

... ·-···· ,;.· . .,.. ..... .. 

·1. "".'t.r>:r· ..... 

.... _____ _ _.,,;._;,. ___ ,,,·-'<!£'-: ---- ------- ---- - --''"-' .. '-' ____ _;_ _ __ _ 

:. .. ,:, :'.&t·: .• 

•' '"';,':' 

" :• 

;: .. 
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Step in Presentation # 

I, 1'11 vc.--h i .s, 

c, , . .s;- , 

·:1.-

110 

Reference in· book page# 

·-- \(>' ' • • ,, . 

. .. .. · ... 
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Step in Presentation # ., Reference in book page# 

) •' 

F 

a,:+ 4 -c;:::r; ··..;..t_· 

_ 
__, 

\ \.. , 

b-;?" 

• • 
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Step in Presentation # 

1 I @:<.._ rf\,-or-e 

Reference in book page # 
.,. .. - , 

z_-

-· 
't / :=i-ll....f yY')pr-c \. 
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Step in Presentation # 

"4···· . 
.• .:.1,;_ . 

. ........ ·'f"' 

Reference in book page # 

.... , " '• 

)s 
( <(:> 

.. 

C- ,, .. _ j,. - :',·; "? . :Sf\<:: .. .. ?.· .. 
- >. '°'•f . 

• .. • - • 

.. 

. ' 
. , 

'- -

' • ·"· 
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Step in Presentation # 

{ 

. Ch. {,'"I. P---- l 

...... 

114 

Reference in book page # 
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Step in Presentation# 
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Step in Presentation# Reference in book page # 
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Step in Presentation # 
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Ref ere nee in book page # 
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Step in Presentation# Reference in book page # --

- - --- --------- --- ----- ---- -------#·: .. 
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SUCCESS  ACADEMY  

Dynamic Training 

Your people will learn how to price your services and 
get the homeowners to say, “yes!”  No more confus-
sion, and no more irritated clients. 

Learning how to set a qualified lead for replacement is 
one of the most important skill sets your technician 
can own.  This can be the difference in success or 
failure for your company.  They will be a kung fu mas-
ter of lead setting. 

Too many companies try to grow 100% of their replacement business 
through marketing strictly for the lead.   

Do you realize that this is a costly mistake?  You have the greatest lead en-
gine on the planet right now! 

The basic opportunities that your people are missing are hurting your overall 
business!  Are they not bringing in the right average ticket, or are they failing 
to produce club membership agreements?  Worst of all, are they not setting 
the all important replacement lead?  The On-Time Technician development 
course is designed to address 3 success killers in your business:   

1. Low average tickets.  Low average tickets are a great indicator that your 
clients don't like your technicians, or that your technicians are scared to 
ask for the order.  This means limited repeat business. 

2. Virtually no comfort club memberships.  The long term success of any 
company is decided by the clients you keep.  If you are not locking in a 
minimum of 25% of the clients you visit, then you are giving away your 
future replacements. 

3. Missing obvious opportunities.  Too many techs look right past the thou-
sands of dollars staring them in the face. 

IS YOUR REPLACEMENT MACHINE LIMPING BY?   
THEN KICK  IN YOUR TURBO BOOSTED, AFTER BURNERS! 

THIS IS HOW WE WILL MAKE YOU $$$ MONEY $$$ 

Lock your clients in for life.  Never have them call an-
other HVAC company ever again! 

StraightForward Pricing 

COMFORT CLUB Memberships 

Get the Replacement Lead, not just the Repair 

Drury Plaza Hotel 

4th Market Street 

St Louis, MO 63102 
 

Success Academy students  receive 
special rates! 

Dates: 01/21-23/08—St Louis  
   02/13-15/08—Las Vegas 

Time: 8:00—5:00, 3:00 day 3 

800-771-0107—phone 
314-657-4516—fax 

Write to any of the following: 
Cmarable or Jhughes @ 
yoursuccessacademy.com 

To register go to: 

FranConnect or visit 

www.yoursuccessacademy.com 

THIS CLASS IS FRANCHISE 

APPROVED AND TUITION FREE! 

Sign Up Now 

. 
Questions or comments? E-mail us at jhughes@yoursuccessacademy.com or call 1-800-771-0107

THE ON-TIME TECHNICIAN 

Location Details—St Louis 

OHAC-OTT-001 
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7777 Bonhomme Ave 
Suite 1800 
Clayton, MO. 63105 
800-771-0107 
Fax: 314-657-4516 

 
The On-Time Technician 

 

For office use only 
Rec’d: _________ 
Goldmine: ______ 
Confirmed:______ 
MKTG Code: ____ 
SA Rep: ________ 

 

Registration Information (Please fill out completely.) Attendees (Please indicate 1
st

 time or returning) 

Company:  1.  1
st
 time or returning 

Contact:  2.  1
st
 time or returning 

Address:  3.  1
st
 time or returning 

City, ST, Zip:  4.  1
st
 time or returning 

Phone:  5.  1
st
 time or returning 

Fax:  6.  1
st
 time or returning 

E-mail:  7.  1
st
 time or returning 

 

฀ Jan. 21-23  ฀ Feb. 13-15  ฀ Mar. 25-27 
฀ May12-

14 
฀ June 2-4 ฀ Aug.4-6

St. Louis Las Vegas St. Louis St. Louis Las Vegas Toronto 

฀ Sept. 8-10 – St. Louis ฀ Nov. 10-12 – Las Vegas     

 
Tuition: $416.00 Returning:  $138.00 DPTP Member:  Yes   or     No 

 
Investment Options (please choose one) 
1. Checking Account  
           (US ONLY) 

Bank Name: ___________________________________ 

ABA Routing #  Account #  
2. Charge My Credit Card  

Card #  Expiration Date:  
Circle One Visa Master Card Amer. Ex.                      

Name on Card: (print) _________________________________ Affiliation (circle one below) 
3. Class Credit  (If available – Valid for 120 days ONLY)  

Amount
 
$_____________ 

AT500 PSI ESI RSI 

Total Amount to Be Processed: $  OHAC BEN MS  

 
Hotel Requirements: * St. Louis  - The Drury Plaza Hotel, 4th & Market, St Louis, MO, 63102. Reservations may be made by calling 1-800-

DRURYINN or 1-314-231-3003. To ensure the preferred room rate, be sure to advise the hotel that you are attending a Success Academy class, 
the name of the class and the date you will be arriving. Reservations must be made at least 10 days prior to the start of the class. Reservations 
less than 10 days from the start of class will be subject to availability and the regular hotel room rate. **Las Vegas  – Hotel of your choice.  Classes will 
be held at Quality’s One Hour, 2951 Westwood Dr.,Las Vegas, NV 89109 – 1-702-731-1617.  ***Canada – Monte Carlo Inn – Vaughan Suites, 705 
Applewood Cres, Vaughan, Ontario L4K 5W8, Canada – 1-905-761-7170. Class will be at SGI Canada, 665 Millway Ave, Unit 25, Concord ON Canada 
L4K 3T8 – 1-905-760-7887. 
Tuition Requirements: All tuition must be paid in full prior to the first day of class. Confirmations will be sent via e-mail immediately after a registration 
has been processed on the Success Academy Website. Success Academy is not responsible for hotel or travel reservations made  prior to receiving 
confirmation of class registration.  
Cancellation Requirements for All SGI Members and Franchise Success Academy Students: Cancellations made 30+ days prior to the first day 
of any class will receive a full refund. Cancellations that occur 8 – 29 days prior to the first day of any class will receive a class credit less $100 
cancellation fee for first time and returning students. Cancellations made 7 days or less prior to the first day of any class will receive a class 
credit less $400.00 cancellation fee for first time students, returning students forfeit their tuition and receive no class credit.  Cancellations 
must be done via website or in writing and faxed to ATTN: Class Cancellation -Success Academy at 314-657-4516. *SGI Members* - If a class is 
registered for but not attended and was not cancelled by the first day of class, the entire tuition is forfeited and no refund or credit will be issued. 
*Franchise Core Class* - If a core class is registered for but not attended and was not cancelled by the first day of class you will be charged a $400 fee 
by Franchise Headquarters. By signing this form you “the member” authorize Success Academy to charge your credit card and/or bank 
account on file for the cancellation or no show fee.  

By Authorizing this form you acknowledge that you have read, understand, and agree to the hotel, tuition, and cancellation requirements 
above. You also agree to allow Success Academy to process this registration by the investment option selected.  

No registration form will be processed unless the form is complete and authorized! 
 

Authorization (signature)   

  

Please Fax Registration to: Success Academy at 314-657-4516 or 
Register on-line at www.yoursuccessacademy.com 
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