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Is it Possible?

Dewams and goals sew as diverss as people. fveryooe has their own srasoos for daing
things Everyone has their own gosls they want %o schieve, Take starting & busisess, for
exanple. Fveryoae who wtarta o business has o &ffereet dream for thetr busoess. Some
wan 2 large income. Some want 10 build wealth to sell the business. Some merely want &
ring, while othens want something %o pass on o thelr childres.

No matter what yuur deesmn & for your business, thosgh, there in seally oaly ane way 10
reach il — profit. Foe the independest contractee 10 grow and secceed, you mst prafie.
Prurlt b how your caompaty growt, 1t i how yoss can afford to boy yoor tecbeicians
cleas uniforms aod new trocks. it is bow you pay your emmployees the top wages la the
market and peovide theas with beaedts. It is how you stay in bustness through the years
10 service your cEeots aad their warranties. To meet your goals in contractisg, you must
Bave prof

WHS thet be puind, heegh, peodle sy 20t be the poal of everyues in the comractiog
ndustry For indepeadent contrators, profa i the pathivey to your goals Dot do the
big box retailers, manufacturens, hoase warranty coatpanies, and Uity compeoios have
thve samme gosl! Are they smply Sooking to make o profit m the HVAC mdustry, or m ft
possbie they're wfter soxnething more? In it posslile that lorsediets profit might oot be
their firse Sarget? T 8 possilile St o osigit be pos sod your diemaat

B it possihie uat voplacememts will become commoditized?

Your brustasas 15 based on custorner service. Iy servicing your clieats tooughont
the years, you've bullt a service base Feom that base comes the opportunities for

yeplacraverns that drive your revermw and peoits. By pasting your empbasts oo service,
yo've drown ciests 10 you that you'R be able to service foc yrars.

Wit happens when the companies participating m the retall game are i the busisess
foc snother cexson bevdes mmamedinte profit? 1s if posahle that the big box retatlers

and the mazafactusery are amemnpiing to vake your biggest peodit Raiy — replacemeant

2T ingtaf.
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Thae total mumber of HVAC systems sodd tn the Uniied States s not sncressed
drasntically over the bat decade or so. After e replacement boam, the Industry hus
reached a platean.
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Wich the HVAC pie holding steady, how wre seamefacturers sod hig box retadens poing
1o kocyuase thear share! The answer & by taking someone elue’s plece.

To da shat, n 1t poswble that marmiss turers could be Teading voward welling their units
ersight throogh the big box retadiens? 15 it pousible they won't depené on your baunsss
Buili on service 10 drive their sales in the facure! Ls it possible they may decide 1o dive
sales themmelves by focusing directly to the corsumer af the siadl level 1od elierassting
the comtracion’s replacement sale opportunity? Then when the cusiocner buys » unit st
oo of these ntall outless, where does the service come from? & will comoe from your the
independent costractor. The ssanadaciasers sad the big boxes read the benefits of the
squipment sile, Widie they subcoatret the labar cut 10 you.

I & possilde thar this conk! happen? Is i postible that posr service cowld becuane yousr
oy chaics for future servivel i this sdostry?
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15 It possible that HYAC systems willl go the way of the VCR?

Think back 10 the 1980s. VCRy ware everywhare and they were the hot sem. Everyune
was grivng cae If yoars happenad 10 beeak down, where did yoo turn! Yoo harned 0
» VCR cepairmnan. Afer all, 2t was ceuch cheaper (0 get yours repaired rather than by
1 new oe. The prices of VICRa back thow were sstrocomicsl conrpared e today. Fast
forward to today. i yeu still bave 2 VCR today sad it beeais down, where do you tarn!
Chances are, you turs right te the dumpeter and 1oss it in. They aren’t worth repuitiag
anymare. Why spend the moaey to sepaiz an old VUK when you could bay 2 sew one
for about the wme amoust, VORe, Kie other home appliances, have hecome dispoashle
commoditios. When one breaka, we theow [t sway and get a new one becaue the price
has Seen deiven so Jow.

As g result, you would prodably be hard pressed to find a VCR ropwarmen anywhere
aound. TV repatinmen, (oo, used 1o Sourish. Now, they are o roe breed. Thelr service s

50 lager necded. Why repelr when yoe cas buy new?

L 1t possible that HVAC equipment will face the came fate? I f possitle thar this b
what sasvvafectusery have bo ssind? Thelr goed b 10 sell a8 mach of thels eguipment as
pasble. Thats how they incredse thelr sluee of the ple. What Dettes ey 15 do that than
by making HVAC equipment a disposile commodiry? [s # possible that consamers will
thmply buy & oew HVAC system whenever thein breaks down (nstead of repairing (t!

Mow could that ever happen? By masufscurens eliminatiog Be channels of dneibution
Todey, whes & manufacturer waonts 0 sell & rystess, 1 goes % & distribetoe From there,
it goes to @ dealer wivere it s Smally sold to & client. Each chamas! (o the system takes

& piece of the pée away from the mansfactures To inceoase profits while lowering
consamer costa, is it possble marsiacturers could go right to the consmeer! Haven

ooy already stansd to?
Sorvice Seccess System ' [
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Dy diminsting the middlerven, bt it posible that manufacturers cosdd drive the
puice of equipment 5o low that it would becoens o dispossble commodity! Withoat
having to worry about giving a dicn to 3 dutributor asd an Indepradest contracty, 3
manafacnuesr coukd charge & price ks (he futuee that woald cagesse the intesest of your
clisarts hefore they even think of reparing Oheie syl

bl PRl

What's worse would be the fuct that as the mamsfacturers sell more sadd muore eguipment
directly 1 consumery, they 8 be aking sway yoer largent prolit pomt — replacemens,
Replacernent sales are what drive the revenue and profits of an HVAC compenny, bat

I manufectaresy oot pius vt of e loog, you'll be only left 1o ofer service and repale

0 the people of yonts comammuity. Bat wha will come 2alling witen & sew systers i 30
cheap? I they are soccendil ot deiving down the price of the equipment, then you will
lowe tha big ticket, big prafit nplacemnent opportunities yos eoyoy today.

Service aod repair goes out the window, & the mamufactareny’ equipment sales go
theoagh the rool 1s 1t possible!

Is It passible they'll want to keep system: alive longer?

Another player s the expanded HVAC competition are the utility companies, What do
they have in mind in the HVAC industry? I it poasitle they are simply looking te sell
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Juat ke every industry, utdiry conspesies soe fighting for hemte. To do so, e they
willing o not genersty & profit an thele HVAC service a8 vy of oupruresg cliowes?
Could they strupdy be tying cliessts 1o thern with seyvice so they will use their eleciniaty
sad gas!

Those are & wUERy companry's Ss3in two components — electricly and gas. And cee of
your home's maln msers of hoth & yoar HVAC system. To incresse thelr sham of the
endley nuarket, b 2t possble thore cotnputiies are willing to kooe money on their HYAC
service by effering HVAC ot 8 low price as lng as you Bey utilities frum them! Same ave
evea leasing furneces to thetr clients a1 a way to increase the number of prople buying
goa froes thess It's o sarketing sradegy 10 eoure That they consine 1o grow tede utillicy
reveuns by adding clisnts through HVAC service,
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However, wriley congpanies may not kave theic clents best inserest st heart. If thedr
goal 1s 10 incresae thele utiliny consumprion, would they be concersed about replaciay
nelicens and worn systesma! Weuld they be concerned with servicing & syvian to
cmure that 1t & running properly! Is & possible they would wmply keep older systers
wrve w that they comuune more dectricity and gas!

You know Ghat Kaglc dictases s old system shondd be toplaced, but that 1s becasse your
cliemt's Beet intereat 16 On your mind Iy @ posshils that samething sl is tn the sxind of

the utility companies!
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i it possible some will want as fow repairs as possible?

A fearth competstor in the HVAC market may v a dilferent objective altogrthe

The home warranty companies don't make thetr meney from equipeent sales. They
don'’t make thelr money from HVAC service In fact, they make their maoey whe
nothing beppens. Whes clierts nesd to repulr amd replace theis systeras, (thaty when the
warrasly comspanies iose ol

Is 1t posibile thave compastes will try 10 keep service 80 3 minizsss while replacenrnts
beccrne acsrce? Their obpactive s 10 3o ax fow rpaars as possdble. Wikh that in mind, the
moece clicnts they take out of the masket with their warnaaties, the mare chents you will
never be able 10 teach. b 1t posrihie bome warrsoty companies cosld eliminate clients

from the service and replacemens poal!
What will happen

It b true that off of these are hypothetical examples of what we muy face ks the fuer of
the HVAC indastry. They sy come true and they may not. We deat know

What we & kaow {s that the lndustry dom chasge. The only constant in the waeld

change, und the HVAC industry is 2o different. Theoughou! the hiwory of the HVAC
indeatry, thers have boen mumerous epportunity cycks that kevn anre and gone

Now Coastruction Opportunity Cycle

When the new comstrucrion boom hagpesed, most canteactons staned making theie
money in bae. Homes were boung built with HVAC systoara instafied, snd this provided
comtracton with the oppoetasiny for pundit,

Add-on Market Oppartunity Cycle

Ales the new comtraction bocu, the focus of the induatry tursed to the addam
miarhet. All of the bomes brafk befoor the boam were tuddenly antiqestad. They sceded
HVAC systmmms 1o heap up with everyone elie, o independent contracton seppad i1 20
(i) that veid sed create husge peufits.
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Service Agreements Opportunity Cycle

The next cycle oocuried when service sgresmeats became prevadent, Contracton
started offering these agreements %o gain access to the next great opportunity — the
ceplacement Oppoetunity Cycle.

Replacement Opportunity Cyde

Soom, all of the hormes built durisg the comatruction bodus necded eeprlacesnent vysters
for their older; inefficient ones. Seddendy, the replacesest market erupted, and wother

buest of opportunity heppesed for the badepecdent contracie.
Client Partnership Opportunity Cycle

Conld this be the pexr Oppormunity Cycle In o Indastry where cients become moer
coecermed with tieae thun they see with money? Clieats will be lookiag for o purtnershity
with an HVAL companry where bot parties haw the sams vested (nterwt in profecting
theu HVAC system from aggrevating snd sanoyiag bevakdown

Whst wer've witmeased 4 thart of o took advantage of rach opportunty Sycle af the
begraning, vou fleuriched, However, if you crught on 1o the oycle s 2 tadl end, you
peobally sarned o liviag, but you were probubly livesg ke the past sod wishang that
Whings wanddd just go back 10 “the old way”

Profit Cycle

I instafix.
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Today, s conmat ange is will heppening. Today, ¢ new cycie could be downing, and
%o reap the rewwrds and oppoctunities & offers, you mast be a visiomury You munt lexd
# the proces of change and becorme & detver of the HVAC industry, Those tedcticsisy
eppurtunius who fail 1o capitalice s this cycle will end up as road il on the highwey
of progrem as the opportantty passes thess by This new oppertansty cyclo s cme
parinerships.

W & partsership wibore you and yoar clients both have « versed saserest in making sere
thetr aguipment doeso’t break down.

Is it possible for you to theive despite all of this?

When you look st all of the things that mzy be powibie le the futwce of the HVAC, what
shost yosr dream? What sbout your ability o coeate the peofits you'll need (o grow,
provide for yosr smplovees, and service your clienty! Wil you be able to penarate those
profity if these other scanasios come uel

The answer to that question s that it is pessble. You can generate the revenoe, profits,
and growth you'll need for the futare, but yoa beve 1 start focusing on it soday. There
is oaly one way 10 peotect your growth in dhe Sevare, You neast develop these client
pactnerships where you shase the same vesiad interest a3 your clents

Think of your competition. Their sewenue oppartanity cumes when & system breaks
doven, They are wilting far the systomns In their macket tn beeak dowm o they can
repair of rogtace them. Ror the Sxat time, thesr dient partaerthips will place the HVAC
sontractor and the client e the same side. Both will be wodking 1o peolong the ki of
e syetemn In your clients homae, snd your dicst will ko that you acen’t joat waiting
for somrthany 10 boeak. They W know that you are dedicated 1o making sure that sothing
breaks. They'll know that you're both wm the fight together tu protect thetr comdorr, anid
frien that partnendsp conmet your opportundry tn schisve dominance.

M It podsile 1o succoed In the future?

1t 31 prasibe with Visas Shield...
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Vista Shield
Protecting today for tomorrow's growth

Your success b badlt upon ome thing — yous clients, Without your diests, youll have no
une 10 serve. Wigh o ooe to serve, you'll generate no reverrse. With no revenoe, % woa't
be lung bafore yoo're forced to dose your doons,

Since your success hinges oo your chients, the enly real question 1o ask about your
succest and your Satere 1, "How musey cllents do T have?”

Yea may be quick 20 sruwer with the sasnber limed ks your custesser database, bot thaty
maat likely not the resl answer you should be thinking about, In fact the real question
that yeor success hinges o8 &, “How masy dub memberships do | bave?” because yim
sciunly only bave as mary clients s you have dub membenships.

How many chients do yoo have? M yos have & detabase of 1000 clicnts, bt only 1en of
ther ave part of your clab, you have 10 cBants. The other 990 could leave you # any
miument and never call you agin for service, In face, they may have alrendy Jeft you,
and you may not even know & Withoot & clab membership, Sione cllents aren’ tied 10
yvur compasy. There's oo relationsp tytoag them to you There's 0o shield protecting
thems from « competitans attack. Yous future b left wide open end expevtecied tp be
threatened by competftion and sctistion.

Cld merabershipu ser the the that binds yoay clients 10 yos into the future. A shepberd
miay e o huge flock, et they are trady not ted to him, They ate froe to roam, snd

I that roaming they may (all prey 10 wolves that Seo (n will. The wolves sre coming o

your ibastry, and the culy way tu peotect your clients from becoming thelr prey b by

creating your Vista Shadd

Invtead of leaving your dients and your futire open (0 the threst of competition and
sttrivions, cheb mesbeyships will allow you 1o 2rete o sbicld that will protect yous vists
or vision of the future. What bs your vision of the future? Is it oo of proaperity snd
paohits, of & it one of debt and dissay? 1F ifs prosperity and proSts, then there is only
o wa to get thare — chb memberships

=22 ingtafi
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Without chub sersberships s the fuundation for your company, you 'l slowdy deifl inga

the reatim of debst and Samay. It may 0ot Be rodey, bt it will Dappen over e Wiyt

Without cdub mamberships:

*  Your cliemts will be ssaceptidée to ealds: Without the prosection of
chub overoberships, your dieaes will de rusceptitie (o the ssounting
competiion of the clungeeg HVAC indastry Prow Big Boses and
marfactuners to home warnanty companies and utilities, they are
all ssmzag M Capraring your disntd. You canl ope 1o compete in 2
et eting battle with the budpets of these bebiemothe, su the cnly way

R0 Your licsg base from hr':'_\( radad iy with club membenbipn

Withaut chub memberships to tie your cllenta $6 yors, they may wandn
8 competitor wio sends them » competing offes, No matier Row long
they have used your servises i the past, sndess & clest b under 3 ciah
memmbenship agreersent with you, there s neching tysng thesn to yoo, and

all & takes b 002 competing offer % pull themn swvag

With the independent contractor’s peece of the pie comtinuing e be esten
avtuy by the competition, club memberships e the anly wey o protec
youir clients and your plece of the ple from belog radded.

-

Service Soccess System

' S
Club Memberships I n s tdl Im
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»  Your marketing costs willl viser These are vnly 2 certadn pumsber of
clieste in any given masketplace. The challenge W than there are now
more commpanies Bghting for the sarne chietts, With the peescace of the
Glasmms™ who are now cutering the gune, there are mone Competies
advertising tir your chient than ever before. The effectiveness of your
dizect manll and newspaper campuipne will continur 1o dimninkds e
consurpers are lnundated with the cattered mass of marketing mesiages
from retaliers who have inge advertiveng badpets. If you do pot change
youw marketiog plas to inclade Club Mamberabips, you will have
80 spend more per client beoanse of iy dechee in direct respoase
sarketing, And if you ate spending mare oo direct respanse mseareting,
then you Save less to spend oo branding yourne¥ in your sascketplace.

"Peaviled by S Divect Mutheting Asscboion
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o Your goowih willl staganate: The way b0 grow i e seyvice banloess b W0
increast the munber of chients you do buioess with, However, Il yoo are
loxing cilents left and right. thea each new chient yoe win only repleces
ome you Joot. No matter how hand you tzy, you witl lose some clients
Some will enove vy, Sotne will die. Scne will Fall viction 1o csnpetites
reid or seake Erdsndadhge with seother companry. Hiwever, witheat dub
mentberships you'l be boalng more clienty than pormad becaune there s
poting tylog teess %0 You, There 3 D0 upportaniy ke growth, and yoss
revenue will guickly platoss oat as you rem (o place 1o fnd new dients to
peplace old ones,

&7 Growth Stagnation

Sarvice Success System | ' ,
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Your egppartunity will be loats The kry to replacements (n the fiture

Is Gurough service. Without & large pool of service ciests theoagh b
meembersdugs, you will have Bithe smmunition 1o Sght the Sattle apaina
the Big Dox retafiers, the stility companies, and your bcal competitons
And they are coming with thelr guns loaded to capture your cents
These "Giants"™ bawe “neclear™ marketing budyets that c2a permeate yous
markat place. And dost furget.. thelr objectives are not necesserily the
saese it yours Some are Jooking 10 cotumoditiae the HVAL replacement,
which could destyoy your oppurtunily 8o compete f their level The
sarginy you need 1 generaie 10 crosts profits mey not be avallabie & that
haypea

Your revenme will decresse: As yous growth stagnates, your marketing
cxpesass increase, and yoar response rates Secoeane, your profits will
won be plummeting With fewer clients 10 verve, you ' have frwer

Jobm to run and Sewer replacemnent opportenizies o wite. With fewer
opportunities, you'll be crenting less revenue whils spendiog even more
of it om marketing o ind sew sppormunities that deeady have been
taken by the congetiton. If your growth atagmates, you won't be abls 1o
compensate for it with higher marketing costs because those coste wall
drive your profic down Yoo also wont be able 5o hring in enough ciesss
10 commpematy o the ones yos'ye losing
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»  Your techs will jump shige With growth stagnating, revenoes declining.
and your cients leaving, yoer techescans wos't be far behind. Withowt
the boms posentlal of the dub memberships b keep Shein earning
tessduad Income, your techmicians will see that your shap s poing dowa,
sed they won't hesttate to jump higs They jump ship because thing get
slow, and they soe yoar company moving backward.

Simply put, the futire of your company witheut club mamberthips looks bleak.
The competition for the cient is letansifyng. You must protest yours now whille you
have & chaoce By protecting your clests now each sew clent you add will be bringing
increstnd reventie to your compuny Esatend of replactog & clisst that e left Your'll stan
siracting even more clionts sad tylng them tn yout with cled memsbershipy, toa, R ull
starts by bailding your Vieta Shied around clob memberahips.

It Might Not Be What You Think

You may be saying to yourself oght sew, “T sieeady da chub membershipe. | don have
0 worry!” The trurh i that meny AtrTime members reen't using cleb membershgn
fully tn their business, and some others ae using an méerior versicn of the carrent club

membership. While these vervons of dub membesships are better an nodhing, they
fal 10 prodace the destred obective for fature mccen

If you are milng dub memberaships right now, e you using the siivex, poid, sad
platisstm Jevels based on snonthly credit o debet paymaents B your ellents? If nee, you
may be ustng an Energy Savings Agrovment, ¢ maintrnance agreement, of socee other
service agreement. These agroements have the sound of » chub membenhip, bat they
don's otfer all of the sdvantages of club memberships

T ingtaf.
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ESA or Agreement Cons

Creates an Accountiog Nightmare:

The old-a300l type agrocments are sormmlly based on your chiest buytng & 1+, 2+ or
J-yoar contract with you, Bach contract constititoy two tune-up visds oach yeac Bad
these agreesnents ace best kaown for leaviag an accounting nighrmare ko their wake,
Clierty undes these agrecments may be prepaying for their 1, 2, or 3 pears. They may be
partially paying e froee. They muy he getting Silied oo the frst vislt ander the contract
They oy sk you o bl thesn Sor the neat ree yoars Koepling track of the posmibdlities
snd accounting for them becomes sirply exind numbing.

Must Remew ot the End of the Agreement:

Then there & the dUficult uct of cenewal Unlfke chub mesberihign, these agreeonents
hiave & definitive end date when the clients contract has espired. At that tine, you mast
ety the cSieit about o renewsd. That means you'll Reve 10 resedl Shem oo jiiniag the
program. Your techoicians hare 10 bocome saleamen oo vistwally every vt ssking
for moory when Shey ace in the boose. 1 00t your techs, Gen yoor CCR will have 1o
windertake the difficult process of trytng to get & renrwal over the phooe whess there
0o value presess

Migh Canceilation Rate

All tn all, the need for senewals leads to a0 incradible cancellation rate for the old-style
service agreemenc. After the castomer recatres the last tane-up, they now have an out.,
The (nitied obgection de left to be dealt with by the sechniclan. If the tech doesn’t renew
(e egreement. then it bacoues burder 10 get in souch with the custumer. As more Hose
paases, the customer foepets sbout the vahes and why they aeed 10 renew. Yivg Dave
your CCRx call and call and then Saaly give up when the custome does nol rspood.
You esewe these contomers boso the “non-sgreement” e and accept thens as cancelled
ESA or cancelied agreasment customens. But when thoos diests cancel. the shibeld Is mow
dovwen, and the competition can smove a

=22 ingtafix
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Increases Manpowor Howrs — Labor Goes UP

Inizially, when you thiok aboud this con, & doest seem Nie o big deal. Bat multiply » by
the number of agreessenty yos have over 2 period of yean, they the numbery will joogp
ot oty The biggedt cxpanioe you have to comtral 0o yosr Income Raiament bs kbor

And the moee prochuctive your people are, the lower this espenie or perceatage will be.
What part does labor play i an BSA o agreomens:

[ Techaucsen has tn apend tiere (0 the home 10 rracll spreerment Appoutmanely
1520 puinutes ou every reoewsl (o conurmenions valie aod G out paperwoark.

2. COR baa 1o pick up the phone to call the comomens who didn't resew with the
wckmician, They probebly Bave to ouake 1 beast Guee or fo sttempts to rach
the clieat.

1. Bookkeeper has to track §-, 3, and 3ywar agreements, cancellation dedes, pertisl
pad agreement, und full-pay sgreements, send out evoices If they donl cenewe
and senul out statements if they don't respond 1o involses. The tracking sad
procesung  very tine comuming

No retiroment for Technician:

There's also very little incevtrve for the techmiciand in the agresment programa s well.
Fore, they get 5 spiff ax the beginning, bat By have to g0 throegh the patnful process
of pwhing for tenewals just for the hope of getting & spiff in the foture. And even the
Bt spefl In svon earanieed, nor is it usually s ek s the origind yif Due 1o the
dispatching prionity schedule, it may be necersary 1o send oat & different vechnicie o
senew (he agreement, therefore lesving the tech who arginally sold the sgreetnent no
oppartacity for the second spliit
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How strong is your Vista-Shield?

| 7% of our sgreements sre charged %0 the castomer via T No
credit card o debited to their bank account each moath

1. Our wchmicians do not have 10 worry aboa! renewing Y. No
Ouf Imalereaanie agreements.

3. Our poeygram s a bull bs residon] income fior e tech for Yoo o
each agreement that they pet the cusoeser happlly tovolved in.

L Thave agrecenents that offer my cliset discossds, prumty Y« No
service, and & peplacenient svings cpportaniny

5. 1huove s soparste money market bank scoount set up foc my Yo No

Club program snd manage oy cash Sow o make sure ! v
the funds necessary to pay the expanses refated 10 the future
scrvices 1 o provide %0 the customer.

6 My CCRs do not have to miske pooe calls 10 the dient 5o Yaa No
rencw et agreement.

7. My bookkerper does not send out voices of itntements Yo No
for oar Olsb prugram,

A My agreement canceliaton rate |5 less than 10%. Yes No

9. My techaicians sad CCRs love osr current agreement Y« No
peogran.

10, | schedale my tuse ups ot off peek tienes ¥ No

Rt Rl

_'La.. nc’ 3
M \
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The Club Membership Advantage
Advantages for your clients...

Manage thelr costs
Club memberships allow your clenss to bndpet their comfort intn their lfe. Tnstend
of lreing hit with & huge repair bl ot the wrong tese, 1 dub membership allows yous
chients to Lavest & masageable smoust wto (he chib so tey are covered for Dature
e
Roduces breakdowns

With rane-upe and sclety nspections, your cSents cam sct gronctively to head off
will knep their syatem in good working oeder.

Decrnases utility bils

With regnidar measmtenance. your clienty’ systesos can remain at near factory foemah
condition tor lonper, They will run more efficlectly, wiisch will save your diens money
on thetr utility payments.

Extends the M of the system

Just as regular off duanges will extesd the lfe of pone car, regular malntensece on pogs
chent’s systemn will kaep & renning smoother for Jonger

Establishes » partnership

Rather than an “ws and thens” mentality, you and your dients becomne » seun, oc cdheb,
Sedicated to protecting thelr comiort. Your cllest will kouow that they can trust poue
reccanmensdations snd that you'll be there for them.

=22 ingtafix.

AL Dby Srverve #



Priority sesvice

With the platinum memberahip, yous chients get ellie service and the ssurance that
you'l handle thetr concerns that day. With the pold msembenship, they havr the
sssurance that you'll handle thete comoern @ 24 hours. Esher scemario gives your ceb
mezabery the kind of pelority service that they would not enjoy otherwise,

Bulld a replacement fund

M yomer cliznils Sereest in & platinem mexsbership, they are able 1o buth) o replacesent
band with thelr unwsed credit balsoce. When the tase comes 10 replace their system,

Bey'll have some money tacked eway sltcady (0 put toward it
Peace of mind

Nothing s more peiceless than peace of mind. Your clients won't bawe ty worry sbost
their systess hrealing down. They wou't have to warry sbout paying o much os
ueliniea. They won' have 1o worry sbout payiog for expenséve repain.

100% return on lvestment

Frery dime your cieats invest i the dub eoemaberships comes back to them in wome
fushioa, whether ifh the free tane. ups, free repales, or In the cave of the platioum duby, «

fund for & Sorure replacessent,

I instafix
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Advantages for You and Your Team....

The Renewal Callenge is Elminated

With <sb memberships, there (s 0o sticky resewal process. Once poar clients are part of
the Clab, they remuin part of the club ualess they decide they want 1 cancel Ber if you
are showing them the type of service and care that 5 club seexber showld receive, the
vabwe of the b should be quite spparent. Since they ane abways part of the ceb, your
tochs woo't have 1o bother with renswing a contract each pear, snd your CCRs woot
have to weary sbout trytsg 10 get & renewal over the phone.

Easier Accounting System

k= fact, you woa't even Lave to worry about the sccounting aightmare other agreements
create. Wath dub memberships, sccounting s & snap...or & swipe. Kach moath, the

memsbersbip dues foe belag in the cub are debrised froms your clienty sccount or charped
10 thelr credit card. You don’t have to woary sbout accnunting for partisl paymesss, and

you'Sk never have to worry sboat billing.

Lower Cancellation Rates

Because of the monthly coedit card o diveet bask accoant charge, (he customer prts
sccusomnd 10 paytng to be & part of the Chudy This collection process and methiod

of badling has boen working in other industries for yeass. Magarine subscriptions,
imternet service providess, and mall peder services (hook of the mooeh} use & monthly
sccouating yratem that automatically collects the fee from the customer Hight cat

of thetr chackiag arcoum ar credit card. Statistics show that when blled ths way,
consurners are lesw Bhely (o canced the serviee becaune B rmoothly foe Ut naminal
compared %0 other expesses they (ncss, they arent pettiag « paper hill they have 1o pay,
wrd it is couvensent $or them,

Lower Labor Percentage

Stoce there i 00 senewal process lavalved with clob messberahipe, your labor
percentige will decrease demmmatically since # will pequire Sewer san hours 0 matntals
your program. Your Sechnicians won't bawe 10 invest time in your clenty’ homes trytng

=2 ingaix,
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5 et theen 80 renew. Yoor OCR wont have 10 spend tame on the phooe going afie:
renewals. The eauper sccounting syvtem will swan b work for poar bockkerpers. Not

te mention, there will stmply be less puperwock for you to try 10 manage.

Monthly Cash Infusion

For yous businew, dub memberships mean an instant, renewing cash infusos into your
bustness each monthy. 1f you have 1,000 diertts in chid memberships af the gold Jevel,
they'll each De paring spproxtmatedy $20 each moeeh, That e each muunth, without
runsing an expensive marketiag cunpaips or working overtame calls, you're geoerating
$20,000 lis revessue. You will have o res matstenance calls for yoor duh members and
pevierm say repaire that fall oe speing under the guldelines of the chub. As long as you
manage your cash Sow o maks sge you have cash 90 pay the techmician the mosth
the service Is performed for the costomes, you can wie your cash %o retive deb¢ or run

marketing Ampaigns

Tochnidcian Retirement Program

Oace yosr technicans undentasd the power of e memberstign on thelr future, they
should be chomping at the bit to get dients invodwed in the Clab The resdual income
oppoctunity foe o sechnician with the culy b trrmendoos. Not only does (he tochaioun
receive & bonas when the client initially enrolls i 1he Clidy, bt Sy alas pedeive & bonas
o0 e anntversary date of that Chent sach year. Aftee 10 yracs of involving Shests (n the
club, u technicies could be beinging in residual income of $10.000 e more esch year
simply from the oumber of chents in the Chab, That's 5 $10,000, or mors, bomss each
year before they have sven, wocked a single hous. If yous techaician swved and (nvestod
that bomus esch year, pour clents would be fanding mout of their eetizement!

Techrician Retainer

Woald atry techascian want i Jeave 3 job where they ste caring $10,000 & extry
ncome eash year! Dosbtful. The resbdual tncome your techedcians willl et froes the
club memberships makes it dithcult for woother compweay %0 tecnuit your echnician
wway by offering thern one or fwo msore dollass an howy jus bacense they ase desperate

22 ingtafi




Less on Marketing, More on Branding

With more snd more clients retaimed with your company under the cleb, yeu wont have
10 ypend moee and ooce o Sad new clients faut 1o way aflosr. Now, each new ciess

you add will Being additional revense 1o pou, instewd of seplacing vevermoe Cust bedt. By
speading less oo direct wmall and newapapers, you'l be ahile to concentyate mo of your
marketing dollars oo beandiag for the future. By beanding your seme o your market,
mooee and more people will become sware of your presence, snd, vece they're sware,
they'll be more spe to call you, 5o, b membersbips allow you 10 bulld foe the future
with branding rather than scrarbing o All the callboard today with direct mail and
pewpaper offers

Markoting Allocations HEFOME Clut Momtenhips

Martpling Alocations AF TER Chis Membershiza

.
u\‘“ "~

Service Succeds System
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A Wider Window of Opportunity

We've established that service is going to be the key to replscaments in the future. When
yuu huve clients & your Chaby, you have & service base sstabinbed. Ity ressonable 4o
think that oot of your service buse, there will Cortainly be several dhents who will need
a syviens replaced each year, Whes they da, Shey’ll come to o where they are part of
the Clab, If you have 1000 memubers of your clob, there's 2 2igh probat:lisy that 1 in 20
will consder replacement this year. That gives you 50 losds, and if you are chening w1 2
75% rate, & realintic number for Sub memberships, you would be generating 5168750
i replacemant pevemue bases] om 4 $4500 average sale. As the nuusber of chieuts en your
ub grows, so does your window of opportamity for paring thost replacenents As
your dub memberships grow each yeur, wo will the replacements generated from your
club and by your servicr calie
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Peaks And Valleys Are Leveled Out

(b memberships also provide your techaicians with service cals wheo timens are 2 littie
wrrwer. They aliow yuu 10 even out Ow workiosd of yosr technicsaw. There xre boand

to be dow times in whatever dinate you operate (n, and these siow times ave when you
oulkd perform your schnbaled service calls (tuns eps) Dy renning your schaduled
service in the show periods of the year, you'll havy your tchniclans resdy te take advan
tage of service and mplacenaent oppertunities darng the busy monchs of the yesr

Jus Teb Mamh Nl May Jewm My Aw el O0d N e

| Your Work Cyrb;i&
| Clad Mass bership
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Gain New Customers

The beat time of the year W gain oew cuvionoers i in the heat of yummes and e cold
of wirter. This Is the time whien most people are experiencing breskdouns. Now you
may be thinking, | am 100 bugy with sy own clienty & S e 10 1ake new cudomens.
But lety amalyce dhas satesnem. Il you have many of yosr clents on 2 Gub Membersiup
and you perform # repevenation in the Spring or Fall (when you are dower), what s

the likelibood that your chenty’ systess will beeak down in the sunsser or winter? It ls
sbatuntially redoced. Most repatns can be mvubdod with proper maéntenance, and i yoor
techmichans are recommending to your dients to go shead sl flx the pitted comtactoc or
the thermocaple ot the time of thesr wune-up then the chient s less Hkedy % cxperience
4 brwakdown during the bassest times of the year, ln fact, by sharing your client’s pption
with them, some will even choose 5o have their system replaced during the dow times
10 evoid the rush of the sumaner or winter. And yes, sama cients will need repairs in
the summer or winter, bt of you can miatmize these yepairs, you will be free to take the
service calls that are coming in froes customen looking for » service compasy (0 help
them quicily. You can capture your competitioos’ cusonsers right out feom undee their
nases while they run tune-aps in the busy seasen.
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Exponential Growth

All uf teds beads 0 one big resion & use clob ruembershion bn your busines —
expoacatial prowrh. Nothing wiil mesn muore 50 the Batuse of your compeay than
powth, aad club memberchips virtsally ensare that, Without cheats in your Clab, poe'll
become stagnant & revesnes and moeale declioe. Howeves, dub raessderships set you
up oo exponentisl grosth o the futume

R e A R B N R ———

With chub membershups, ith imgossbie not 1o grow your busnes: every yeaz i you have
& comversion rtio of 25% (s luted in Inetafin) and you ras [ 000 service culls this year,
you shoudd hring 250 dients into your cla With that sdditional revenus, you'll be abile
t0 advertiss more and bring is mure service
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I face, in year two you thould be ahle to run eves more calls since yom have & laeger
marketing budget, L2150 calls, and from there, yoo should bave 312 additionsl new
members In your club. Prom there, your shiley to advertiee socresses, and your ward of

moeth grows,

La the thurd yesr, you'te rusning sves mone calls and yow're rnroliog eves aomw of your
clicats it your b, The cycle comttreaes, and your ceb memberihip encolimens sl
your teverrue will prow af an expoaential rate esch year

Ax you go up sach of the srales o this chart, yous growth cootiaues due 10 clud
menbesips. Your moothly casd infusion will grow grealer and greater Yous
replacement opportunities fram the servico grow exponentislly. Your clent buse
becomes Sarper sad langes, all prosocted by your shield Your braadiog becomes stronger
wed strooges: Your reveone chimbs higher st every step of the ladder, Becase of the
sddtioosl replacement sad service revenos, aad the growth of aew diests, your revesue
statrway Jooks mare Uke thiv

I

Revenue Growth Stalrway i
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This type of expunential grosth s how you'll be sble to flosrish b the futare, As other
independeat contrackors see their dients vamish, you'll see your client lint tae up the
viades, With cdluh mesaberships, this faseee full of prodts wnd prosperity can be yours. By

bulldieg your Vies Shictd today with dub mezbershipn, your ciesss will be peotected
i the foure.

YouTl be peotecting today for tomornow’s growel,

Service Success System
Cinh Menberbips




Agreement Showdown

Clnh LS A ar othes
Membieralip Service Agreement

No Neaowsl Preces YE® No
Law Canenllation Iate Yi® ™= ;-- )
Eary Accounting Syviem YEiD Ne
Predictable M
T W
e —TWRe ) W
Pwmtiteme 0% %
Teochsician Retaine YES! No
rereeo . S L
G eim New Custoaners Y&s! Yos
BwmeuTedWeklet  vest W ve
Crestss Rnlumd YES! You

Opportusity a0 R R
Ne Renewal Pagerwsrk s
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Anatomy of a
Club Membership
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Anatomy of a Club Membership

Where does Clab Membership Saccess stare! Doex it f3ll ca the shoulders of your
techadcban? Afer all, your techindoian i the one in e home communicatiing e
program %o your ciemts. Does 1t fall ow the shoulders of your CCR! They sie the ones
who dhould Srst maention the clsb memberslup 10 your cicuty and get thens itesested
in the program over the phone. Or does It fall on the choulders of the owner or
masager? They are the donders who shotdd rude thetr team 1o succen

The true answer is that Club Manbenship success  truly 2 team efert. No oo peown
dlone can makz the Clab Membership program a sucress. Sure, a superstar techaice
ey be abls fo grt somse cliests involved in the prograss, but withoat the sgport of the
o wnd the rest of the tsa, the program will oot Soarsh on the back of that one
technicin.

However, when you briag the skills and talents of yous wholle team jogetier, you can

penersto astonnding veccess with Club Membenhips. The power of & whole team 1
much more forceful than one individoal Alooe.

Bat just what i everyones role & the process of Club Membensdap Seccess? How does
your teass exsure that they are effectively exeruting their roles te create thes booming
succe?

Tir anpwer that quostion, 115 best 10 look at the anatocay of o Chilb Membership
Barellment. The following Sowchart (Bestrates the key pronts chat wust occur everyday

to maximize your succens with the Ohsd Masberdip Prograss.
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L What the ansiomy of a chub mermbership meany bs tha the succeas of your dub
memrdership starts with the swner or manager ench mocning. Yoo must coost into
your business each day with the focus sod attinude tat chob membenhips will be
yoor goal. Witk that in mind, the first step s to post and review your gouls for the
dax Neview your b membership results frons the dey befoee. Were you on track
with yoor goals? Once you bave your goal for the day, post 1 1o get your whaole team
o0 the same page.

L Dy teacking your results each Jay, you'lt have & clest view of how well your team
b achieving the poals you st cut each day, You should review your reports aad
numbers each morning so that you can see where your eysiem may be falling sheet,
By reviewing your Dadly Call Tencking Report, you'll he able to see the sucees cach
of yous techs had with dub soesrberships the poyvious day, and pou’ll be sbie tn
coreect sevy Challenges they may bo having. The Techmician Debriefing report will let

you know if your dupatcher i properly debeiefing after esch call, and if not, you'll
be able to train them 10 do o

3. The manager dould take the time to role-pley with the feckascians on the srgpts o
be wed for the dub merobership presemtasion. Alo, the manager shoukd go throagh
bow the technician bulids value throughowt the sexvice call 50 the chent seex the

value (o the program, This sbo lovolves descussing and sole-piaying amy chjections
or challenges that yous techaicians have been facing duriag their service calls

4 Another issportast aspect %0 holding your team occoursahle is o schadude rhde-
slorgs. By riding slong with e techniclan, you can chserve how they balld value
threughont e call sad bow they present the progras 10 your diests. You may
also choose %o pop by your chents hamme whille yosr techaician w there rather than
wchwdinding » rido-sloag with them. Dy doing thin, you'll sor an booest Rlmgee of
how your sechnichas pexforum in your clent’s home:

5 From there, it is 9p 10 the manager %o communicate that goal to the rest of the tewm.
Taks 2 saoment each mnoening 1o st down with your team and Jet them koow what

the poud for dub enexsberhips &4 that day aad how they play » part io jeaching
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6 An impostant part of the ciub membecshiup process is holding your team scconmahle
for their past of the tystem. With that ia mind, you should be performing mystery
cals 10 yorer CCRs %0 seake sure that they aze complying with phone scripes to alert
your clients to the dob memtenhips before the techniclan arrives.

7. The next stzp b to make sure that your diipatcher i informsing your techaicsn
about the opportunity foe chédd membershapy ca non- member calls, ¥y letting yoar
te=hnicien know hefore Band of the Clhent b » dub merober or got, poer techaletan
will b able to badld the value of 3 chib mwmbership theosghoat the caall.

8  Your tachouizien plays one of the key roles i the semtomny of & dub meschersbop
duco they sre the coes who actually present the dub membership 10 yous ceots.
Under the trareing tab, yea'll fad more nformation sbout the wonds your
sechnician shoukl use and bow 1o trads yous teass

9 Your diapatcher should also be sare 10 Sebeief ench techrician aftey their calls. Thi
process iavobves finding et i the technician peesented the progrum to the e and
whsther or not they weee seccendl 1o getting the client involved in the peogram.
Ao, the dapatcher sbouldd note any objections the technicsans encountes.

10 Once the call is over, ifs tize tn do 2 memorable odl 1o the client. Pl o bow they
feht about thelr service experience. Congratulate thems an Jobniang the chub M they
Sida't join the chad, mention it and ask &f there ase any further qomtions thry woald
Uke to ask about the club,

1L The final step in the process is 1o celebrate yor vicsooier. When yosr teasn gets 4
oew member to enter your cheb, celebeste It Hold contests, set gouls, track posr
results, and then rewnnd your team for sarpessing those goals. Make your db
memberahip process fun for your team, aad you'll experience tremendout voccess a8
A remlt

Too aasiat you with ovesseeing ol of these Beny ke the Austomy of 2 Chad Membesilip,
the follwing page i your Chab Messberihip theckiin By stmply following the stepd laid
aut in il each day, you'll be taking the right actions 1o pet yoer diests imvolved in your
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Club Membership GM Checklist

Dute

O Review goal boands and make sum board s carvent.

3 Review DML Report and Tedh Debwiefing Forms

Q

Verify O coaversion rste.

Meet with Technicsans to rule-pley OM presentation or 1o discuss auy
objrctions or Sallenges.

Schedule ride-aling
Comumsunicate dadly goal 10 CCR, Dicpatcher, end Techaioam
Perform (or nesign soruenns) srystery calls 1o verify script complisace.

Check to wee i Duspatcher bs commmunicating with Techuicians whether
each cull & & dob opportunity or pot.

Condimm that the Dispascher 1s debriefing the Technicsan afier each call

Verily St OOl o Danpatchor s pexforming Meosarahle Calls
Celebrate victorios and enire that the trackiog cysters & being folkwed,
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Club Membership
Success Principles
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Club Membership
Success Principles

By mastering those stegs, you'll have a dally plan of actlon for maamiring your

cub pemsbenhip suoces, Howeves, perfecting those stepd bs anly ane facet to dud
mrmbership soccess, The companies @ Ay Time 500 that are continually bringing tiew
ety into their dubs sod prospering as & resul of # all shiare the same charasiesistics,

T becamse assong the ciite (o chub membernshipe, you not oaly have 1o staster the
saatomy of » dub messbership, but you alao Bave to master the fllowing six prisciies,
Punting all six of these pieces together & your corpany will aliow you %0 solve the clsd
owmbership puzale snd unlock the growtk snd proéts you'll experience Each ares tion
back to the previows Sowchar (n some sespect bacause the défferen actions withes the
il membershup cycle aew Al linkead Siace & bs 4 sotal tenss effiort, each action affects
the roat of the syatem,

T master chub membersiips in yoor basecs, yoa must strive 10 pexform the actioos oo
the cheddist everyday and stxive 1o perfecr the followdng elx Club Membership Soccen
Preces:

1. Fotum

1 Expectations

A Tracdkag

A Comgensation'Reward Program
% A Systen for Accoanting

A Traimng

I instafix.

008 Ly Thaw" N0
ASTRPS Susunes BARNANY 200089



Focus

The foander of MCl Communications, Flandd Geners, onie sard, "Leadership 4
prcticad not so mack i wonds as i sttinde and in actiona”

Is & your sxtitude and actions where yoar wccess with chab
memberships stiets, 800, You're the owner, and you've the
beader You mmt lead your team to chid memberdun sacoees
with the attitude that you cas achieve your gosls, Your attitnude
et be that "My people woot sell ciulr snamberahipe™ That
attmade will only keep your techniclans from getting bwolved.
Your sttitude has to begin with “Club messbershitps ars & the
best tatevest of our Cheety, and 10 pootect Guelt humes sad
trvestiment, we'te going to offer them on every call® | want you...t0 focus!

However, atitude and action are whete companies whe aee unsscoesdfi! with clab
memberships oftem fol. Often the ewner ur the csanager sumts Setr rowth by ussy
fadlure staternents such as

»  “Chub memberships woa't work with my chenm”

> T oast pot sy techs 10 sell those™

» "Peuple want (heltr tase-ups only whes I5 hot or cold cot™
* "1 could never keep track of all of those moashly paymests”
» "My cliewss woo't want 10 pay ach moeeh”

» And others. .

1¥ you have found yourself wkong any of those statennents o ooes like them, then you
peed 10 readiust your focus,

Yous focus should abweys be o wiset b beot forr your cliests, and with that la miod, club

mershershios shoudd be & top priority. They protect your cienty’ comfors and health,
they provide them with an essy way 50 mstatatn thelr system, and they provide them
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protection agsiot futare repaire. If your team can show your ciieoty that bevel of value in
the dub membenihips, your diems will s

Thats why it mo be yoor Soca everpday to snmare that yoo team & dedicated 10

chob memberalups snd b showing your dients that value. That focus from yos must
wtar! froan the momen pou enter pous business i the morsieg, Stmply pall out your
checkdist snd start goig throagh the itans oo it After & few times, your Seam will caich

on, and they'll see how tmportant this program b to their succem and the cocspany’s
oot

However, the focus comes from yoo. Yos must ciampéon the <ob mesmdervhipe. You
mo discuss thems with yous teass everyday. You must pet the Socus 00 them %o every
service call You temst get your team e share your forus, brat as the leader, your focns
CAlL neves walver,

The focas an Chuh Memberships sarts with yor Dot fall wo the jdes that your clients
wonlt jotn the Sals. Dost fall tone the idas that yous technicians won't prosent the duby
If the foous and attitude comes from pou that this i in the best interest of your clients,
thes your tachnicians willl be eager % go1 o clients sevodved. I the presentutions is
dane coerectly, yous cients will see the valae and join yous club

1Al starts with your attitude, your actions, and your FOCUSH

=27 instain
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Expectations

How many themes 3o we as managers talk 0 oar evuployess abowt lncreasieg thelr
performance, but we do not give them a specidc, meassarable, realisnic, or Sime-semaitive
oul 10 tncroase theit performance? Withonat sy set expectetion, nothing will change or
be enhanced tn your company,

How many temes do people do things just becanse they know it's expecied! Your
cxnployees comee 10 work on e because they know it is expected. Your techs come 10
work in their sniform because they know it is expected. Youx CCRa answer the phooe
4 covtan way becsuse they koowr it is expected. And if they doay, your teun meslress
underseand that thers is & conseqoencs for not dotng what is expected.

M we expact our techniclans 3o get the cuvamer happily invalved in o cub membership,
theo there is a good chaoce that your team will prodoce more dab merobenships
However, you sast prowhle your teass with the 100ls 204 traioleg 10 be succesenal ot
acharving thone Trpectations.

What srv rralistic expectations? The bloepriat for Clab Membenidy Goals om what s
realistic as stuted bn yoruy Inatefix puide is:

Open Repalr call conversion = 25%
Netalnage Rate < 90%

However. if you're just getting started 1 chid memberships, these gouls muy mot be the
sccurale gouls Sor you. These shareld be what you sipire fo Lo your company, but they
ay not be realistic goals for you todey What is kegoriant is that you st reasanable and
raanagestio poals for your taam 3o that they will be satteated 10 reach them, Setving
your initial posl too Bigh will only demotivate your beam.




Todar's . Towvwst wo's B !

If yoa aren’t ose to Sy goal soduy, start with & wair-step approach. Soart witk: & annalies
gond, but let your Seam kmow that you want 1o work your way g to the 25% goal Let
thess know they have the talest und the skill to get 25% of your clieses lnvalved In Db
membersbaps, sd you will give them the ftatning to gt to those ommmbers, The key b
T adtivale ywur Mans 1y offer chub spenderihips te your clients, aml that starts with
haviag manageshle aad artatnable goals

Service Succass System

Club Membersbign
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Tracking

You meat track your progress on these goak dally, weekly, monthly, and sasualy by
wng your Dally Mansgement Essertizls Report snd your Dadly Call Tracking Report
Renember, If yoor goal ls 00t measnred, your teas will not kaow when they bave
reached the goal. They will then tukie the attitude that if no one is watching or tracking
the goal, it must oot be limporsant. 3a Loaportact that you track your goad 10 make sure
you wre seeing messurable progress u an sppropuiate xinount of thae.

For sxample, pictare this, You have shared your vislon with your teurn members. Yoo
huve made your expectations very clear. You huve even provided dally teaining so Shat
cach tram member can accomplish thewr goal Howeves, as you look & pour financials
ot the end of the month, you notice that the Club Membership reveaue s caly & lintle b
biigher thun the moeth bedoee. What happened?

No ane tracked or messured aguos the expectacions on & DAILY basia. Don't jeet think
that because you expect somethany s rais peopie hat yuur job & done. The saos

taleaied sl intelligent peogle get off track. That i wivy you msst constantly count,
rocasure, track, and them react 80 the indings

If expectations are DOt petting oeet, you mast fimd ot why. Is it becamse you havent
tralned? Iy It becuuse your tech hasgt practiced! & it because the CUR did oot mention
the Claby Membenhitp on the phoand Is #t became your Dispatcher did ao¢
deboied the techniciana? Is & because your bookkerper &dn’t process the
peperwork? Holding people accountable all the time (ot just seme
of the time) i your repongibdiicy as & masager and |s essttial 10

hoep So0gs, The groat thing ... yoo doa't hurve to do it yourseld.
The numbers will hold peeple accounable

The nsavbery will tell you sverythiog. They will flag you when things
e off and will tell you whes you should rewsrd bocause things are om

They get posted for everyone Lo ser 40 each indiridual knows when they sre not datng
the things that they are supposed 10, or when they are doing all the right things.

Let your sumbers do the talking. 5S¢t wp gosl boards for your Clab Memmbonhip resuity

per sechnician, and the Comvarsion Rate by tachnician. Use yoer DM Report and your
Daily Call Tracking report %o post the results every single day snd kave the individusly

who are “mars” shave with the other tsun members what they do to be seccesafid
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Compensation/Reward Program

Everyeoe likes to be recogaized for s job well done. ¥ Is ¢ basic need & every hnemao

tw feal sppreciated. Eowever, many companies Sl $0 cocogates this peod s 4 key w0
wctest, Reexrck demaonstoates the saccess i ound when managers pradie, recognlee,
and reward employees, What s your method for rewandag your tram svemben!
Because each person is unsgue and differect, you must sot assume that everyone

waats the same rewand. Some of your tesm members may want 3 &y off or judt verbal
recogaition (n froet of his peers. Others muy want » spiff or boous, o » i, ke 2 TV o
2 DVD player. It s bmpoctent to mix & up o Jetie. Find out what would mean the most 10
eack leudivicual

Alrtume 500 kas outlined the compensation guidelines for the Club Membership
peogrem &n your Geoeral Managers grade Utlized correctly, this rewand program
scrually crontes rosdual income for your techoionn. levested wisely, this resichenl
Income could be a retioement program for your Sechuicians that they nevec sves
dresmed of.

Fiere i the oxtdine that ir  your lostafx galde Sor the Clab Membenbip Rewand
Frogram.
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Club Membership Rewards

Ovriginal Maesdonships
Sivee =511 on nital ssrolloent
= 58 a1 each LI month renewal

Cold = 515 oo i) caroliment
= 512 & eah 12 -mooth remewal

Matioum « 520 oo initid esroliment
= $18 & ench 12month resewal

Additional Memberships
Reglon | Reglon 2
Siver =510 oa lnithal earollment Sdver  » 7 oo inittal errellnest
« $7 at each 12 - month penewal = 54 ot oach 12-month reneywl
Gold = 519 o loital encollment Gold « 512 on intoal exaolloan
w 31681 mach L2 momth romewal » 38 x mach 12 month retrwal

Ismurance = $12 on imitsa] enroliment [eeurance « §9 oo initil enroldnen :
w59 ot onch 12 sconth renewsd = 56 wt sach 12 soouth renewal

Slver  « 514 oo il enrollmest Sdvet « 512 on sl enrollment
Comdo »31 steach 12 monthrenewsl Comde  « 38 ot cach 12 ocoth recewnl
Gold = §21 on itta) enrollmest Gold = 819 on sanial ensellmast
Combo = $17 st each 129m00th reoewal  Combo = §16 ar each 12-9000th renewal
Eeglon 3

Sdver = §5 o0 Initd eneollmem Sver  « 511 o initiad enrolimens

= L2 ateach Idansnthsenewal Combo = 53 ot sach 12 oot cxnewal
Guld = $9 on intal covollment Geid = $16 on initisd enmdimest

= 56 ot cach 12 momth semewal  Combo = 8§13 ot el 12 mumth senewad

Isturance = §7 oo initiad escollnen
w §4 a1 cach 12-month resewal
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Because Clul Membenships are & tesen effoet and & compurry focus, you sy want %0
bmplement a reward program foe yosr CCM and Dupratciers as well. This will encourage
them 1o focus on the part of thar job that can change the number of O Memberships

that your cormpany hus at the end of the day (following the scrige. communicating 1o the
bech what kind of call it is, and debriefing the tech after every call)

One way 10 boaus your CCRs and Dispatchers for o job well dooe b s simple v

L, Puntiog one persons s on & plece of paper in & rafile for every dub
memberabip that a techinician sells. Go i the same onles each time.
Exampler Mary's nasoe poes tn fust, then Atmy's same, then Hopes marne,
etc. Then start over with Mary.

At the end of the manth, draw out eos plece of paper. The penon whose
name Is doawts recetves & prize. You can give maney, gift certificases,

s moall TV, 5 day at the spe, » day off with pay, etc. It osay be fa 1o
snnounce the prize st the beginning of the manth 3o that they have
somsethiing to Jook forsesnd o

B
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System for Accounting

Oue of the moa powertal concepa behind e Club Membership is the method in
whilch you collect and sccount for them. No Jeeger do yous collect all the money up front
o 1l the customer whes you do the sensal pjivemation. No kager do you have to
winry aboul Custoeery “yeuewing” et agreemenis. No Josges do you bave 1o “resell”
the customner 3o thit they (nvest tn another pese The Club Menthership s dexigned 10
that there i 0o resewal The program s an sinomatic moethly memberabip that never
has renewal process. Your customen ses their peysaent ssoathly on thels crodst card or
theic bank statessent foo thefr Chady Membership, This collection puocess wnd nethod
of Billing has been working in other industrtes fur yoars. Magaauses swbocriptions,
interniet service providers, and mal order services [Book of the month) sse & mwedhly
accounting systems (hat sutorsatically collects the fee frons the coszomer right out of
thed: checkieg account oe chaeged to thelr crndit canl,

Seatistics shaw that Curseeiery prifer not 10 xeceive o puper bill fn the mall for these
services they Sove roquestod or sigoed up Sox It s sow hess servics that they duve 1o
worry abeut each mooth. The payrent procesy for Chab Membetships is just another
betiefit 1o the cuvesser.

Club Memberthip Accounting Myths

> Myth #) — Collecting Manthly for Clubs ke tow much tiwe

Actually, collecting monthly for Clubs i 3 mcer efficlent use of your dockheepers
time than collecting from the cuttomes ot the time of the Tune uyp o by seading out

a0 lmvolce. Once you have 8 owstomer st up on an satomatic deblt or cradit cand,
al you have 10 do n pash o Suttoi sack manth, The ACH Tradit Casd Software
will sutomatically cellect the money for you Sending owt bille of statsments Iy Time
comsuniing And oftexn, your dhents do mee pay right sway whon they rcehve their
voide




o Myth 22 - ACH/Credit Card Software e complicated bo wwe

If you o1 do dats entry, you can we they software. All yoo bave 10 do b enter te
custonnery lnibemation (ot Cme oo & datsbase enyy fore. Ouce theis information
it extecad, it s stoced vl yeo remove It or change &2 Traloing I ez, and

resacyy Dasshs will evert come ot o ste 6 help gt your systemn ser up

» Myth 23 — ACH Cradit Card Software & tew expemstvs

Worry oo mone? Baymax nas pegotiated with yoor vendor partoen o provide
special pricing 05 AlrTisse 500 sexmbers for e ACH/ Credit Caed software You
can pecetv infor muation abwent 05 sury 1o-ter aoftware by callong Buyrsex ot
K7 4249629

o Myth 24— Wie wot safe br debil ovy cxutomery’ howk acomnats

ACH v w sromased, woune, direat way for custoroers to pay theu meathly dub
mecshendip fees The cuatomer gives aathorizition 1o dodact from thrtr checking
siooat the seecsed smmount of Chelr racmhershup fees 00 2 coevtate date. For ease of
processag, we rocormvend thad you ser & speafied date (n which all of your dienta
wreto bebilled (For exaple, the 15th dey of sach mosth.) This amoure would then
be traadleried 1o your exeschant sccorel, Funds teasulor allows you 1o gaoee mosey
cactronicadly betwegn your Knked sccoants

1f you barve speciBc quesons reganding how $o set up your Clob Memberthip
scoentng systern asd you are wsdeg Quickbooks, please commact your clisnd advisoe

I yoa haee specific Quessions aboet Clab Membenship scoouatyng and yos we ca
Socoes Ware, contact Soccess Ware ot 716-565-2354,

2] ingtafix
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Training

‘nltlmdnbcum(hhwmmmnhcmmn
condran) training I you want your team members 10 achieve the expectations,

Ay Tt Thd yos Intzoduce o new PEOETes Or PYStins [0 YL COTPARY. you Ewst
prarcule il trstudng, but them also “pefrvsher”™ cases 20 that your seemt won't Jese
forus. It b hersan satore W be escived wsd focused oo 3 padd luittally, but over tiese,
poople forgrs. loss thelr exciioment, s sty frocs the aysloms witbou! ssmeine %o
ropvesate them. Yoo team st practior, drill, and sehesrse over and over eguin o
ormury that Gy arw wiilizing the entire vyriem. B the practiciog, the dellling, soud the
eehearsing peed 10 be fun. Thr mont mccendud companics have cuntents, play games,
and recogrire those who s doing a great foh

How oftes: saould you trein? As long as the tralidng bs prodoctive, helps yoot texm
overcome agy chellenpes that Sy ere Ravioy, 5 moctivational, ssd dares Rfonmation,
yord horald trade au teuch as possdile.

Some comzpanies waln every dey Some train rwice & week, and some train snly once

# wesk, A1 ke hogioning of yocr new prognem, you may wand o meet with your leem

every day toaaka sure they are on tradk with the program. The trie answe t 1he '
question, "Huw efen should ] tainl™ comses Doo: redhing your resale. 1f yout resalts

ae pidtiag you 80 your guals. you may need o traln onlr oo day 8 week to kesp poss

team o top of thelr gaane. 1f your results are uot reaching your goals, then it » probably

eocessary %0 mahe waining more fregaent. The snewer i that your peogeess will
devervuine bow soach wapleg oo goed.

CCR Trainirg

The extwe cab mzmbenyhdp proces tarts with your dient caliiag in. The cll oradt be
set up corpeetly for the technicaan If you want 1o maxaace the opportaniy The Clab
Membership selling process i pet just the rowpansiality of the tnksacan. The CCR
st follow the Power Phone Tulk script to plaat the dub eoembenship sead 3 that

the custoenes s trpvest 1 pested. Then wiven She sechnictan dhenes np a8 the cuslomneds
bouse and expletes the Clob Mambertkip, the customer sctually Wi to bear about the
Beefits and options of being s dob member.

=2 ingtafix
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Plasting that seed comes frotn & smple question sshed to yonr dlent during the call
bookiag process. Review your CCN scripts in Power Phooe Tall, but at the rpglicable
polet, your CCIL shoald be askig

OCR:  Are rou & bt of our Clady Messbershiy?
Cllent: No, what w a Club Membership!

CCR:  Chub Memberships are for our priseQy chents wio muowe 1 the front of the vervide
e, They recesv spectal prices on exs weevices, and some work s offon dore Sve
of charge. Our sembers pust b them, I you Reven't Ao about them pet, you
dgintraly will FT make @ mo foor the techevicise o share the detnls with jon

WIth Ot warple guestion sod anpwet, yoor CUR jo sbds 0 plat the soed a4
expectition = yous clent’s suisd Uit e clab mrrbenbip s seesething they will want
10 Xoow sbout and pua. Yose e will thes be expecting 10 Dexr about Ut Inan U
feciuycian durizng thew service vasll,

Dispatcher Training

After the COR has booked the tnitial call and detsrmiond whether the clen s slresdy
o cdob member, # & the Dipatcber’s respotsalility 0o ger the nighi sechniclan 1o e el
The dapetcier’s reaponadality with cach call b

L Resexrch the lesth history & detereyine of the ciwest b already a il member
or o the call s & ub memberduy eppoctunlty.

L Gt fhe sppropeiats techalcles on the call. I the client i aleeady o cub member,
you & tot have 1o send vour best ccmmuniceos. However, tf Sere is 8
chance tn g the (iesa svedved i e Sady, senid semenne who is eSective o
coernuecating the benetins of the dob:

5 The Disparcher mnut defrief the todomoun after eacd call 1o sake mae they
presmted the chib mersherbip 10 the dient. (Use the Technician Debrisfing
Parm un Page 61). I they wer sucvendul then celebrsts the vicsacy. I they wary
ot wecenfol, fmd out what objections the ez had 10 poeneg the duby

&, Eiher the Diapazcher of e OCR will call the dient for » setanareble oall
aferward O that call, they’d congrsmelate the client om Jotning, or anywer any
firther questicns the cheut way have abont the dub.

I intafix.
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Technician Training [

Seoce yomr echnicianm are the anes wha will be e 4o facw with yoar diee a, they have
ane of the mott bupartaut roles (n the b nendwnbip peocess As o resad, tainlag
yuur sechnichans mast a0t with getcayg them 10 belleve o0 the Cub

L. Pelief In the dubx Yoo mast show your wchaiclaes Sow the dubs we in the best
letevest of your dbeemy. They will keep your chesey’ sywtemns in bette: workeryg
crder threughont the year, Theyll experience better comfore.

2 Secood, pou must dow yunr tebadcians bew the e insabiesshion wil
pabance Uueir lives a0 well. By beaprinyg your clieesy’ systess In Detter working
otder, you'l mimmize the surpber of sfter-hsars calls el weehand alls, Also
dub membersives rspreseit « huge reidudl incorme bonus soporsslty fer your
teckn, Show e hone cach cient they bring 180 Be ed will aafoce the
Eatwaw incocne. Pach yoar, Sy will hawe rentidis! incamme Setrwe they have soen
run sne service ool

1 The thind sep i making sure St yovr techabouns uodesstand the 2x and
outsof the dab Do ey understand the dfaecce hetwrmn ach lesel of
meabersdip? Do they understand o well ennugh to commicte & o yoar
Bzl Do they know the henefits of sech; level? Your techaictans must
understand every decad ead nusnce of the ded menbersdapn, st that
wadcrsanding eans by petng thootgh the pages of the SraighiForwad Presog’
Causde with posr teckenicians %o they understand every word,

& The fourth step 15 Oradetng your (eetss 10 succesd. The hey bere i sole playesg -
yous teyhubcians favonite wood, I o techaicien can prosent the Chid Messhersdap
10 hiy peery, he oot Weely will do ap excellens job e the customst s hoose

explinng the benefits ind cptiona

Tha dwy ta youss vole-play rveetiongs i %o make thom fas. Get lovelved. Az

the owenr/managee, you shouk! role play, toe. Doolt just s o the udelines
sl critbgae. Let the technictans peovide Soedback and baw them guade exch
othe. Have them devalop a script o thelr owm weads. And do pot expect them
1o da 2 ke yoo of anyene else. They heve t Sl pood about how 1hey wn
Comareaioating, sl sooe peopie apenk o Glk diffesvrtly Bun others,

To belp your techeicans develop thelr sorge, nse the sample script i the nest
I, Have Uhess practice their script wonl] Ut e secomsld natsre




Ther Sdioving Club Memberibug Technician Seocom Cycee s the et way @
train your Sechescians to saccoed. With 1 they'll Eicover e alr Vilor Pakling
opportenities they bave vn cvery service call aod theyil be shie to go wver the
waipts hey should cae throughout, Uke this Sucomm Crdde with ynar techeacans
uqmmwnmmmwum-mm

Dy waing the follosleg Techniches Scrcess Cyele and role- playiag with your tchnician,
they'T e ready to pet your dieris bevedved in the club membership progras

Alsi, Solowing the Trchescian Succem Cpcle, you'll fad rhe maaterials yors will nced
1o hold & maevting with your technicans %o pet them tovoived (o the dub sseecherding

pregram
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Technician Service Visit Debriefing

Date  Tiame______ Technician DOR
Cliens hace
Type of oall
Caki Code:
BS— Serven TU —Tes-1%p
CM Meober W — Waraary
IN ~ levtallatice Other
OB — Call Back
I DU the dmt invest 1o 3 Club Messhershilp? OYs DO Ne
i oy, ploane list wivy
2 Invhe seevice consplele! O Y I Ne
L N4 yos collect the revenue amoun(? 0O Yes O No
)
& Hove you coconded the mpodal, serfal snd S el A ¥ [ No
5 Whiat b Uz approscinate ape of the equiproent? Yeues
6 s this 8 lexd S replacesenes or accessory? Jtaa Dhe
I yos, what?
7 T yeu phuce adels o3 (0 (quipment? U QN
A Dad you tag the vabrma? O Y O Ne
WM you bever boslossy cands® OYs ONe

10, U4 you pat out Secr hangees! T Ys INo

BARNABY-000109



Memorable Call Report

Cliese Care Repraserstative/Dspaichict

M/ M Ma L L itk s
Onr tnctichan rcentay visted yoms harwe, and | was calling %0 Jez you krow we apprveiate you salling
vs, 40d 1o sy thas you for betting s Be of wervice. [Passe 10 sor § they reply; Ae comprantionel )

The serly wap we cam sesve You bt in the fatas b bo b how we ane douyg 2odey
What eee (hing B oo compuny do iu pooveling yos service Cu etands oot n your rebied sedoy?

Was o rowpormer tese gonet!

Veae I N of Sechdodin) courtroms”

Pnd (Naww 1ff techodcian ! wotr shoe covers and daen 2y evarything after
Anldueg Gur pob!

A lie otadress o of your concerrs and enewer ol of yuur questom!

Iy thesw xuything s you cam share wirh cus cosmpany, th an effort 1o loprove oo service!

Uub Memner
By the way, congratuiation. you will begs apiying prorsy service from dur swasd wisging
by emullieg in ket memberdig, You heve sade s wise Loveteners, eod [ know you will be very

hagpy you Sb. (Be sur yow hmow the oAty of 4 ctad messdership, Yiow wy b o resanars thew of
thalr duciaton to irveat 2 & b wnombersivg and noal s remind tham of e besipin

Non-Cled Memb o

Hy the way, (Nawwe af tachumsclan) bef 3 Clud Mesnbersvg dealpned w redine
berabduwes and provade yua with priceity sevioe from o swaad wiseing tea. D pou Save say
aeanions repuodiag the b mermberskp i | Gam answer?

Thaak you for youwr tnne, have & groae dayt

BARNABY-000110
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The Technician
Success Cycle

in the ey of the Old West, eainers seecr hountful in the hillle aad mossriatos where
Fold lakd wating. Poc thone miiners, & large boabder or vock presevaad 2 chalemge lnode
# migin Le u tremendous formune, bet how could they possihly opea it with ust the
sl chiisel sod hantmes that ot salners Ctrried? The anrwer St be i one swal
Mow dat i 8 series of cdodinted sctions, The miners wolld bald thelr desel 1o o the
el place on the Soalder nnd thea, vitig & dodgehameonce, strike te sock muny, maey,
ey limes, Evestually ever, the leepont obetacle crumbliod, but what cacsed the rock W
Sraakct Wae L the ficst blow: or was & the jat?

o abgers wery abile 30 overoume thatr ebwtacke amd schizwe their goals by wetng 4
peccens Ne Sow on its owr was endagh 80 coadk the bondder, bt by following (e

aystem wep by atep, they were abls to saccend with onlly 3 chsel sod & bamiraer,

Thas viprtem 3 yuur Gusel stid hanroen By followisg these e in this proces, yoe
can schieve the poud of geeting your dhents volved @ dols memberships. However,
you must folow the whale process, Sunply dolng one of these steps o dotng hean out
of ordear, wos't get you sesclts. Yors have 10 follow the process 1o achieve your destoed
retudts.

The Clob Menbwoabip Success Cpde i hased cn boldiag vlue swith your dhente. The
e membenibip will only hold the valee tha! your clients see dn e With that bn sxed,
mery action you perform (n & service oall sfiscty the value your cisats vee (6 you, Yo
conguy, ol the produce sed rervices you offer, I sae of these value beddding sctions
10 shwent, the spctony will not he s effecene.

T ingtafin
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To masdmder your eflsctivenos o Ervaiving your chenis in pour Club, art bullding that
valoe threwghout the service call Your process starts with these & Vilue Bulders,

Value Builder #1 — What you see is what you get

Wit 80 yonr clients see when you sull op 16 theie Some? Do they e proktasionaliues
fram e way you park and dress, oc o they ses sloppioem sod disrepeetl? Vb Badlder
#1 rray be 30 most supotaz one of wll becanw # wets the sage for yoar srvice
experience, and it sees the stage for the vadue your client will perceive froon pos

Malding et sod rapport with, your chients i vital %o your succes with Chb
Membendips, aned 10 do that, yoo should fllow the strategion tht are bid sat for you
i the Power Parformlng TechalSee These strategies and the techriqaes taught o
e Socceas Acadamy will acromse tochnician perfirmance o crpuir opporfEadtm
whaldod service callle, lead graeraee, ot will i Jdab membendin particopations

Whers does boDding this vadue start? It aosally starts Sefoae you even artow of yusr
Aot homa. Bolooe you prall up 90 thewr home, be sare to check yovs waiioom Ty
cean and profaslonsP Doow 3 smel or yorss bt cull! Are you semilEng? Are you, cena.
shaven? You should check all of these eay before you pull o 10 your cliesth home
because the moment you artive, yoo begin the procen of balidog value

Yeure it whl actanlly sem yrm hefiws Thay speais tn post, 80 yoeir viwun] pessentation
will b the fret determimant of the wahue they see i 2 dhad mambership 1t ol sarts with

2 instafixd
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Aaving & sonfe aoud & qaock step an you appeonch Bheir hame Thiy will thow your diess
that yot are Mgy and proad 10 be o8 iy home,

In yoour clisvgs mund, whet Gy ser 1s what they pet, Let them sce that the mest
professaoal HVAC compairy (s srivieg 2t theic dome to protect their comfart.

Value Bullder #2 — The Thermostat Question

After yos've satered yoor clients bome and lollowed the coerect mirgdnation procondie
cathned by Se Success Acadermy, you're peesented with your vest Vilor Bulfer The
Sackbone of the chd mezabership program is the peevectative sainteassce yoas
cBaats roctive to hocp Catir systams cunning i top condithon. To balld the vdae of the:
malntonmnos, you showdd firs loquire wiiat your dters har done b the paat 1o care for
Shets sysmees

Whike o ysr ety therrmonnet with thes, here 4 10 cxangle of how you might phrae
thiv questian

“Mary. vetnaly all masspcnmers, uniliny companies, snd canmaner proveczion
growps absolutely recmend that jon thervughily service, dean, and cabrate book
your ferrace and your sl cond@ianer oich year o alp prevent fidure brosbdowns,
cxtand (e Bl of your nvdens, and 10 ke sy St pverytheg 4 eperatoyg
sfficiently 10 yeu donY averpay om yeur emergy Sl Do you hnoww whee the but tne
it Skt Soth your flrnsce snd sir condtioner wea fully senviced?”

A lows mavesnive wiy 00 phirsse this question might be:

Mooy, wotnally all mavagacturern, ntilly compamies, and crmmer profectrom gwasps
abuohed ¢ recormmend Shar yos thoroaghly servive. clean, anil calibrare beth your
Swrware avd pover e comditioner, Do you know when the bt te was thaat ey wime
both fally serviond””

Az Cue very feand, you sheuld adk yousr client.

Dy, whew i you Aaet have pooy furmace end air condiiones folly devend eml
servicndr*

Seavice Suctess System
Club Memberayes

n
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By uaing cne of the Boat 1w sxsmplen, you iraroduce the “thind party” slement, which
will add cradibliny 10 voor fatere recomntavndatinns for heving tets symes werviced.
Without thowe endorsemrnts, yoar clert may foed you we trying 10 “sell” Gem oo doing
sooer work Jutead of Setog wiat 3 right for thesr systees. Uiiag cne of the Rest tww
stmrinents bullds tust and ragpont with your clients,

After skiug the abuve gemtion o the cllert aboet thalr laat servics, ity & good kdes v
ndd the following w gt your dicat’s suhertzanion to meke further recexsendaronng
for theie sysne

"Maary: 1 daeds ks (f [ will or not, bt witse I'm checking yowr spoem, &7 bappen i
Huover ungriang that you whould brow abowt ar cosld give wow prodim) down the
roul, wosdd powe Bke moy t shure that with pou? (Sare) OK. Lide ] sasd 7don) dnow ¢}
will o ol But i T doy 1T be sure & 1 yout know.

Theu gaeamice: gives you the “green Dghe™ 1o share other opeites tr recomunendations fix
Ty, ceaning, tr other products o servioes your chest saght benefit frem.

11 youse cBezt Jay performoed reguler salntensace o thew syvinm, thea you are & back,
That shoven fuat Dary understand the value of rostine matndtemnor and mexy be move
willing to lovest in # b membeondop ar & reml. If they have not hod thelr system
malntuined, then you wre presented with an opportuney 10 yet up the vadae furthes.
Asle them sene further gaestyons aboat theis systan and Mww grasane oo S
what conld be gotag wrong with Sede sptenn. You have, without 2 doubt, e2counteesd
smaverous dirty end meffciet systerae that would o bean in svack bettes comditios
with routine malmiensece. Let your et know these exampien 1 dalbd 1he valvg of
mutine sarvice for each commponent of cheir syitesn.

Value Builder #3 — StraightForward Participation

All of the ieemation youll need 1 preseat the cub memberships 0 yeas Clests cofues
pealy peckaped (n the StraightForsand Pricieg” Guide, A v strp 10 bulliesg the value
of your servicz and te cdeb rocmberibips 1 10 huve your Gients read all the indooomation
crmasined b 1he Seratphe Frrwan| Priciry® Gotde

Service Success System
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Wheen you present your caeans with the Stralgiorwan Peciog” pade, thae are
o statesnents you thould wao o bull thele cxpectative (or readiog the guide. Paet,

Derws the llwing:

O b memderditps can save yoss o Lot af meanzy sw your future service - and
sniybe cven s you somie seoney fodir”

Diuds worry sbout bullding the ides of the dient wantiag or receiving » discount tday
with this statement. You'll be ably to chirdy this Jster tn your presentation when yoo
presant your recomsmendalions and ther options. Foe now, & is eapo e te budd

expertanion so your chen will see the vulue tn the StralgMPorwand Priciag peide, You?t
ety will welcoume the apporoundty o sere oty whenever possible, 5o be sure W bey

them kaow ©'s inpoetant that they roed the dud embershap inforsation.

Th sevend Sams you sbhoxdd mensn 10 your clients when you Band Deem S geide 1y
that yodl e ceviewing it with, theen Luter, This will let Chesn koo they shogld yesd & 1y
the mesantie. Pregert thin infurmanon b tis

ey, aber you're dane reading ITHbe sure fo review the puide with you kter ol
angwer @vy qweshaniy You might Aave. Be sure 1o rewd throwgh i becaise faese 15 somwe
veally good ingformation n at*

Later e e call, yova will talke 10 time %0 review the ciad memhersiip Infomsasion with
yorar client & you menticned here Al G time, dmply sk
Mary, dat you Aave & shunce 12 look a2 the nformation an the club memter o™

1 yvur clieat weps yes, say:

Crrest! Lat ave take o meonentt 4 reniese 2 with you 20 you knorw witad yosr aptions
“'

U yomr cllent replios that thry haven's had tine 10 book 2 the iskocmstisn yo, your
reuponse will bencally be the same. This & ooe of the steps developed in the Power
Pesforming Tachinians clem with Success Acadeny,

I instafin
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Value Builder #4 — Show and Tell |

A grest cppertunity fee you o balld value comes when you e ccrninly vour clest
systesa. ideally, they should be (hete with you 50 you can poket 0w e 1o there. By
showing yoor chent the protdems wd explaining the lost eficiency from a dirty dlower
seisnel, dirty barnsra, and onher components, you'll Build the value of reaetuciag the
system.

Heoes a wmnple exaraple of explalaing thas 1o yoor client:

“Mary, ser these cotiy nod fins o the matebde of your av canslitioesy heve? (s ) Well,
these fons arr designed to tranuges heat You wogght think of therm ae the fiogers om your
hand. if powr Srgers are trying 10 gine off b, and you put o ghove aver your fimpere,
wiwar will happen fo the et (% will be bald ) Bsactly, wnd wirh Uhar oy, (10 &
Muardder b cromafler dhae Brat, the systemn will Sive 0 rain Aevges and wonk handee. And (f
yourr ayeteom bt £ sk hasder, & com stress the untt and shortes the Me of the srumn.
Pl whew 1t ruses lomger, wlat happer 60 yossr wiitity I (T poes ) Mary we oun
leave 1t Lirty omd tuke our chances, o |f josd nant, [ ran po abesd and ddesn ¥ up for
your while I'm have end meake sy It donn) continie & waste any more ewergy. What

weuid you Bl me s do for you today? (Clean & ]

This scevaris tepresents dumg whint 1 i the best amerest of your deest. By prosentug
the prohiers to Ghero and gvieg them the option of Jeaning X today, you e gever
“salling” amthing to thems Yoo are averely pescnting shem with an option for
sapeoving telr sywem. You are ballding the value of malntesae sné the did
wernberships by peerenting your chienty with options,

Value Builder #5 — For Your Safety

You bare anccher fabedous oppartanty to Selld value for yosr chieuty whie you are
performing the safety impoction of your clens system with the hegpector as directed in
the Power Pufooming Techadoun’s can

I instalfix
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» I your cdlents combustion chamber e wnder warzaniy

Whenever you are vieiog the kaside of » combrustion «hasbor that u Jess than
10 yrars ol you will tzvarubly soe spomaldies begtaning 1o fem doog the
wulls toaide the chamber. Your cients will also be able % see these sncanalies
with the lnspector, When dacusing the inpeorsance of sadery with your diest,
105 bmportan o eeinfores the peed 1o havre {he syvietn checkad cach year o be
crtan there are 8 safety et while the vyatoan s w44l under warnaty: You can
rednfacce this by sayig:

“Mary oo you sen thave iposs where e beterior is feptesng B chavgge? (Yod)
Weil. we really want to heep our eyes ew those spots end mwakes sure Lot wy check
i Bk iz avery peurr o make sy that it doesn’t gof ony weorse andfer ts emisre
thaat we ctsch ary profeioms welk S pert of the syctem whiile 1 (e 24l cowerad by

the warnasdy

Dy the way yow new the disount service progrom § mesthonad before! (Yes ) Thiv
entiy FwdroSonn safety ek, mclaling the soe of the Iugpectus, [ inchaded i the
Club Mesdershly peogrint 30 that you néver have 10 pay extre for &, Pretty nxe,
don't yous tfik? (Abuofiutnh Mt & groat ) S it s, ood it makes ma fred o dot better
&2 yowr techmiclon, becasave | o that your system is sufe 15 operate, piur [ con daiw
11 A yuw dog 40 st you ko™

& i the combaation chamber i pot uoder sty

“Mary, cte you s what 15 happervng with e comdition of the mtarior of your
donminutiorr ihermder? (Trs) Swace this sputemn (6 snt of worranty, that) really
sumveshing LSl e waad 10 Roegr onr eyen om J0 micie sury Tt wr chack und rok
his every ytue 0 ke sure et It Soern’Y pet ey wuose and)or 19 ennene that we
careh any peeblem befur dhey becoame & safety hacard. The resason | mastion i &
Hongds ~ weivert will somethleg fadl! Just befors your witrntedy exgires, ov i gty
poust wwrranty expens? (Ove mamate afier U5 agn ) That o ther wiiy Al alwegn seems 4o
Aappars So ticn your wnid v paat (ov sise & She esd o) I warnangy e really need
&7 Mgy our ayes o It @ maike sre thal mo furthor safery sones develoy Soat ondd
affect pou”

2] ingtafin
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Resnzcube:, 2% st & reatter of if 2 copabuntion shander will fail. B o maner of WHEN
i will Sl The Cob membeoabip bety wa jropacty servr and peotect (he salery of oo
cieaty. ¥ yod've properly educated your cliest on the boportasce of safety befory you
ahorw s the (nterior of the combasthon chasyber, your dient will agree with asd sze
the valur &3 pour peconunendetion.

For yous Gaenty, seeing & believing, By unag the Inupector on each of your call. you
have a powerfal way 10 visally Selld value, Yoor ciess will he able to wee e ieteior
of 1heir system 30d see how the wyatess wears out inchuding the ot corrocon and

combentios prodects that bedld up.

They will aleos be aliie 56 see sy oracks o supticees fee Shemnelves. With Ut o el
the lnapecton becomes & vaduable booefit 1o being tnvalved with o deds membenship.
Aftey you've thown yoer cient the geenior of therr sytexs, you can readoece the value of
Ur lnspectce by asding:

Ny the way, you Anow the dacuuset service progran | mentroned dfooe? (Yo ) Thar
endive HivdvoScam nfty check, vcdinding the 1oe of the brapecton, (s ncluded i the
Club Merberstp program o et you newer baw &2 oy excing Sr i Presty mice, don}
your fhunk ! (Absolucety that & grear.) Yer it in, arud it meakes me fool a ot batter as your
trchvicien becawse | hrorw (R your spstew in safe fo opersin, plos 1 can show 1t 10 0w
100 20 that yoo: L™

The bilrw b reemrier (o this stteatics U Bhal no matver what foe age of e sysices, you
slwayr oeed to kerp # mxalrtained and know that It o safe o opersta. This & & Gructal
opporsan iy St ras oot be everiooked by you, the techoloie It vital that you
bofone the dhiem that usieg the Inspecoe & s tremendoes vwive St M (ndaded i 1he
cub nemberghip program

Value Builder #6 — Financial Incentive

Your Exald oppornmity w budd the vatar of the chub semberhipe comes o1 Ve ad f
the service call This feal option i 10 present soooe iund of fnascial incentve 1o your
ehert. However, yovs dn vt veant n devalng the servicr yood e offered on this wervice

vt and try to “bay” your cicnt (nto the cish membersivig by ¢« Sering 8 docount on
tekay s repair or ceaning recommendations o the service fre

T ingtafix
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When discuidog the upcomrng repairs Jarag the sornce opgorinity o while
discussing the Lt of cecomumendations, let your client know that they willl probaliy save
money de For example, afver you'va expluned the toporcance of regular service, you
migha sey:

"My, yau kmow the discowt service prograns we'vs S8ad sbeat? (Yoo ) Woll 19
be aaere le review Uae swith you decause pou'ne profually sodeg 10 seve guite o bef of
mancy feday yader that program”

Also. be mxow 1 Iet them know that all fetare deaniag, mintooance, calibraticg, and
roazine service U inctaded o tha Clud Memberdip prograes 50 that you sever have o
pey exira 1o Those loaou.

Youwr Aecorrmendations

At titx pomnt, vou sbouhd bave ballt the yalue of the dob memberskips threagnout
YOur suties service sxperience. Now. 1 6 tiee o make YOUr reconunendiiions 1o powr

cients. o w Oy entire dub membership program kae o process yoa shoudd foliow,
makiog yor recommendanyoes 1 yoror cliest hag ¥ wn process, By Solloweng this
process developed by the Soccess Acaderay, your clests will most ften flow your
recummendatians of what is i the boa! imerest of thelr syviems wad salety.

1) Meks vows rroemmevendations

The Tlirs!t stop i 10 Bat o peger alf of powar recotrapendations Soe betaging their rywem
up 30 “Vactony- freeh™ condition. Your st should lzcinde everytivng et they will seed
to do b muke therr sypytere right for any Jel memsberdip, You should alio imckede the

rephacemant of sy marginal or week components fike an old iganion componsat or a
WOCH CROLAeE

2 Your Cent’s Chelce

O yoo kv made your reccmcanendations in the middie of yose paper aad Juted e
repair anvouits oo (e Jefts and vigint dand vades of the paper (see cxample s lullowing
Jragge), aak your client If they weuld Bee t fake advantage of U seviags. The ravings wal
be wxnwn o the rght-land wde of the paper where you will tnclode (e fuere tune-
up and mimor “vlne added”™ repalrs. Here ls where you will being togeher 1l of the
benefits of the chid memberduy w0 yoar disat can justify their declson

T2 instalix.
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Here's how gors should presest these oprioas

“Thiz shde on the It 15 onv SEaipieel orwarnd Fricng, end your fedsl (meesimand oo
A gt SEM ey Mmummqmnmm
wiioh i3 samally $99 and will Iving your air comditiener & fectory fresk condicion

W you wenld Mhe 1o get the sevings from & civl wesviverskly today my comjany will
Lot v e tha furmavce srvie und o sther e repaims we dincnsosd parifer al

o charge ut part of the masedersalp” *

A supesstar wrategy bere o 80 cedle the wnoant of sevings and say:
“Mary wonld yons e 6o got this wrvings frome the Oub Mowbership progsos nda?™
Sinwe muat clients want 10 pay bess, they will saually wk you how tha club works st s

pednt. Now 1s your chiance 10 being logether all of the heoedos ut you've eartione)
trosghoat the serice sspanance, 4o it leads you mio the nex! dep

LV IS ]
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*Many covnganins huve Gennsnboed . due o ol sihedaling b becows o« Sepadag Qalinge v
onndact the foammer Satwe-op ot the sars tiow s they do te AC Encap Thervioes G Forns Suse
p becoma o calae wbdnd atrvien Vo sheuid stnce thar 10 10 o Daded Corbach M e for Clab Mersbenir,
el then Bt poir Sierd knowe yool B swtrm o e Sl 30 peviran O Ramane Suseap This dllon poc
e e cals alivady s dabiind o o Gwaldy G witved cowgeies bt g el overdosdley ras weties
schadele

3) Chub Memberslip Presemistion & Clent Sclection

The next steg = the process by cxplabadng the Wirce levels of the cdlab memubershly
1o poar cliants snd alowing them % choost which dub raemdarship they om most
comiortaive with,

Mow elien, your clbent will immedately chocse to jele & dub membaship once dhey
ser the savings they will receive la the right haod colasm of your eecommendations If
they doa’t dedde right mway to go abead with the saviogs. they will mast Keady ask you
for maoee infermation shoet how the clab tembesship wooks. o either case, the doox i3
wpen fox yoa 10 preaccs Uw Chroe Joveds of cdid memberdip invesuswent,

Sefore you explain the three levels, hoseever, & i effective 10 bex yorse dients kenow » Dttle
Yt mmeee ahaut the chiba 16 greeral

“These memberday srogriims were paf tageoer rased om nformatian frow pae dens
just b yowrself. Mary, shwas are resly prowd programs ecawie thay boep rowr prsten

ruswiryg gffchensly, and the leat thing masr of owr chewts want i do is overpay on thety
uniity bufs.

“The other adrantage of theae program (v et Srey halp you prewnl fatave brvasdoame,
prtect yowr safeiy axtemd the [ife of your stz and Relp prefect posr asfert i the
wnlihaly event thar yw need pricrity service. These pregraem wre a tremesfons valve

t0 prople hecsucse of we cae prevent future Proabdevens amd sk susy yuur systom i
warkong property you'¥ save muney frantraston, and time doww the mud”

Frot there, you can begin 1o infrodhace your ¢llant 10 the dab membersiipe Yoo dhould
whwaya bega yoar presentation with the platioom membeanbin

2T ingtafi
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Platinem memberihip

“Mary, we have three different membershape. Lot me start by dhvaring oor plattmen
mrmbersioy wth pon. The platimon sermbersley provides you with sur very bt oivte
srrvice, what we call pratige service, What Shfs meeamc Mery, ir that ar o platiruswy
club member yu're puanaiived snme day appocntmens, sneanong St 1f yoou call mowe
drop everytNing and come 10 see you aivave everybody el If you call durtng bustmen
hours, wr'ee petng 10 shaw up Sufore we're done with Bumness that day, & doves't moter
§ wr Aaron 82 comie our af 1] olnck ot wight. I pow call wc a2t might, we'rr golng ta see

youd @1 aoom as pocrile the wext day. You pot our dat priurity respores,

You als gev frae service on system repovenanom. That reivs awy tme we sod
rammpeiy fry yonr Ayatem et gre marting £ 00 bod e will act proactialy, witk
your anthorusston, and repice those componrats under tiis program AT of yowe
Aature rosive service and cloamimgy are sho mciedal 1o fe prograe w0 mu sever
Riww u puy eion for dhe, Yo Aanw (e Svwer dhas we wns clrseing il ! (Yin )
Wl in e nuture, pou ¥ never vave to pay for Shat, or any ether deawing or servicing
of your ax comditzoner or furmare. Plus, you get froe repeins with no exchesoms, and
thasee regualrs are defined wr aeytideg (v cur StreighaFormand Praciey” Gesds ap &

# Leved ¥ repain, OF courye, Mlery, if your sydeom Aat repeies that excend the Level 5
amoent, if I Mie Asvving & e with J00,000 mifes o (f wirh aw engine that Mows up.
Wi that happans, do you pof & mowe engive or oo you replace She welvicle? (Replece
the vehicde )

Tight, wnd this s Rind of the s, If you exosee o Level S it i3 tlene 10 replace your
afem for onae thary smove efficient. Ao with the plathnem memdersiin, you reiewe
free dvagrontic service. Today, we had a §7% dagnouni and oveluation fer, kot under
oo platzim club merabeaiip, you dow't pay @ dime or shar, Wo'Tll come et 10 your
Javvme far free. Mary Ivw sy poople als pou acow of that wall conne out 29 your howos
Jor & serwce oall and wot dharge yow for 81 (Wl not mea) Yok, €5 2 nlor bengfl,
ot

“How the platimum semberabily works 0 fnt you receive froe diaguostic jervice owd,
wilfiriomaly. 100 of yrur smused cadi badunce can de applid (o & new Restevg
and cookng iyssem bu the Asture. Wsat that seedrs (5 that when you davest e 534 95
Pez mamthe you are creating u crastt Aeloue Anverd o futire replacement ¥ you go
lowg for & ov 5 yeary with endy the mpular service necded for powr syster, whew jou
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decide pow want 1o replace your ryrtent, we credl 100% of your wmired ot bafancr,
ihat’ the baluniw that bt buen sed for oy reguler service or repirs, trand the

replacrmms of your hasting and crubag mitew

"Thi platermem mandyrihip fets you dutld a fusd 1o put toward & flurare replacrment.
U alvo gives you wer very best leved of sorvcs and response, ovaf 2% & tromsendons
prgram’

Vorur clieot ey slect o choose the platisim memberibieg rght now. 1T that i the cae,
thes you sherdd proceed with daoosung the bank sathorizetion. However, most chents
will van! t) year more From the platioum seabenship yoo can transitson tight mos the
goid membership

Gold Membership

Oz mant devel iy Ay goid rosomderahip. The gaid memibershdy & wery sinmiler fo the

plensam membernAg, exoept v the gold dub messdershin, yow &v gusraatend
within & M-hour time frame. That ssary of you a8 o sf moos, we

puaesntes that we'll e here by noon dhe nexr day ne matter how ool or Fot it o

Mensoniayg your M-bosr policy gives Y & good oppurtanity to mentioo your 100%
money back guarantee 00 let your et know thet you @and Seliad your procuises.

“Incidonadly, Mary we make hene prosdats 10 yew, but kv as a dent tare oy
b the quaation in your mdnd, and, 1f thares nat, [ wet do shane this with ou How

do you Euow watve podng 10 do whal we sty we're golag fo dof Many companies &y
they've poemg to show wp but 43 snother hing & really do @, right? (Right) The reason
youd G o sre we'll be Aeve it that tooe frieme i that we affer @ 1008 mvcr-bad
pezranie on everythingg wa do by powst e v i A yeur 3o, if we kel yow welre
ot to e thert, wee've fiing 09 b there switiin M Aoses. I we don't shownp that
mnais oar of fwo e, We'l nifter Aave & return o8 of pour svemey froes the past
yost thad you'w beveatod by our cud meembershep devouss we hurven? ved wp B oor
prosmtecs O, we're going to bawe fo do somefimg different. Now, do you realy thvel we
weand t pive you all of your seoney back? 1 that gend for o dusinen? (0] Exuty,
a7 what hazperu 1c that 3 we ot show o within our Masefiam, we're a:tuly poing
1 givw the whole meet yoav of youe 1bh sembersidp at no durge. Da yow thimk that
somathing thath @ preat mutrvator fo make sunt we're Aere wivet we sy will be lere?

T instafix
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(Ve ) Abenlatedy T ir sce o e Chad we offfer that type of pussrunioe that we're
goig 10 terform Mg service we've prvmised sl 3f not we're going 1o take ave of yeu
(Yes.}

"With that e mind, yourr gueraateed’ appointments wiitin 24 Aoary with the godd
mvemberhip, oud this aivo includer alf yoier flutrd miater service and decnigg, luw
S ont thr Mamooom Club, Su, & of yoee service and rovtine sedtatentns [«
ncludied o 1he fursere with the pold memberdip, M all tncloded o the $19.25
levestinent.

The goid mymberiey dies mot bl & replucement valoe e e plarburs Jub
weemibenhiy does, hut yeu 125V yet free repains up fo a Level 3, 3 you go oner fhat
amonnt, ke we mentianad bofore, 175 probuisly tivue o replace yowr gratem, There u
alne ser Aggrnstic unge te come 10 your hae. Jr3 @ covernd”

Again, i your clent ot this poosts elects 1o juih 008 of these chud levels, you would
proseed with the beek anthorieation. Howeves, If your cliest would fke W0 hewe e,
your comtinae on with the slver level

Silvee Membership

Finliy, we huve our basic priceity membersiep which is cwr 1ifwer dib member. As
& rifver chik momsdber, you re pranandeod appotnatreents withdy 68 bowrs. Yeu get 2 free,
Sl prvciaion tanecup with all flulure ruating sereice and teamng. Yow eho recenc &
0% disrusd g airy reprades thatt we ever Tutve & do Jor yots. [ we haew & vome et &0
Jour Aome, your dingwiutis under the siver membenbiy woudd ondy be 8.9 55,

New ts i £ pocd e 10 menton several other paosas about the chad memderhip
befoce you s your clleat %o meake 4 cholkce of whats best for thesa. Continse by sping:

“Woep n misd, Mary, that onr of the thangy our company \ar determined & that te
4 dacporseant to owr chemte | dow’t Exow Mery, are you A me, amd mease Deople, where
you jaat stern o b Buarder thatm ovar? (Yes § Well, D that way fow, Soy, v of the wice
Sy we do ey shese mamborshepn 15 that we'll il yew 1 shedude your v wp
20 ol mewir Aatve [0 warry about remesnder img fo al i eaih e Then, when wy
oo to yose kame, instond of coming aut twis o yasr and duovvermenciy you Shat
way, we'lve made it poeniie 0 come 0ad and do ull of the service work af e tme. Fon

cxamiple, fodep wekr pefing 1o take core of ol of your et conditioning santemance,

T ingal
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Nove, when wie come sus 200 fall wwT mot enly o oll of pose furmuce seamtemance
but we'll po shend aed pet your alr conditioner cdarmad up and redy to re so that
witen savemertivsr rily arosesd, pom wom? Advr 20 fake time off o earry édeut i Sa
thery are 22 kasles fov you,

S0 Mary, there sve inir thres membership uptions — platinu, godd, and sdver. A1
you kook &t these therue mumbership optives, Moy which one do you thing maky the

oot s for you and yowr s {Salaczy)

Iy (npostast o gve poor client Uae eae to choone that Jeved they feel most comfurubie
wrh

Alow your client 20 choose thelr siembershup level bacause once they've agreed to one
of the three morcbardilps, they are oo Shely ta we the valus and contioms with Ow
cleb membeeship Sot yeast 3 come.

1f your cliens meations that they would e o think i gver, you car go right ot M

10 haosdle thox obnection. However, (f Uiy bave puede & fizm Secialog sbout wdhd b
they would like 1 pote. you Gan move on to hsadling the bask suthorizates cancmmizg
theie chals Ownce.

) “1want ty Seiuk it ovee”

Thess b s grod chance 1hat ot this pornt, on soewe othe poonk, (n the precssy you will
rocatner B obgeciion, “T want 10 Beink it oves" This & eaay 1 bandle, and jeoce yon
morw that it will Eoquently cooe up with your chiewts, pou shauld isitiste the procens of
bandling 1 by brisgiog it op yoursedl This can be done by wying

“Nary, this is a renlly grocit proggraoy wnd there are wo takhas’ 30 . I you lie &, and
It werks Sor poe, then Reep @ 1 ot then yoo vive ahaaryy cameed it s Raedle poue
rpstem the ocher way (pobad &y the ride of yowr paper with the Righer mvetment). Bat
Fre prevey sawe Shuer your spouse wiil be glad 10 fmsw Shat yo saveed momy dont you?
(Ves.)

T ingtafin
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W ome thing that peost poaple teldl sne Ix that they weuld ke to be aidde 0 talk 12 ety
spoune sevd Aave fivoe fo tiind @ ower, Wosld you fike sovas time (0 Shind € ower Loo?
Yex) if sow were golng 0o think & aver, Ao sty dage woddd posw nend? [OR, twer 3¢
thope ) Thaty ihar mued people il e, soat then, wfter that you would b compflor il
with yowr decisions (Yer )

"Wkl Mavy, that might be eraongh for you, Bt af eur compery Y nof sneugh. Yow
08, e 00ve Jos & full 30 detyn for Sk it wver (Giet ressdy 3o poewenet dnd atiline e
et curvenecy for | movth free chad semnbersbdy v your affer & profievdional e A
areadibility) You'll Aave af! the homepits and protection frae for a fulf month fo make sary
har you re coogtortahle wick o congeany and the work we Save e for youl it
anty Dimie i full mecoseh yovy b ot 100X satighiad for oty recoom, i 30 days, & menthy,
ar whencrer. fasd let v Ko arvd we ¥ dicomtioss vour progron. Do yeu think that Y0
derye b ovengh time & thoimk o ower? (Yeu ) OX, Greay

5) Bank Anthorization

The final step s your precess Is %o let your cost dectde how they would Re thetr bank
o suthorise e suxall moathly Lnvestment. Thus olyectson comes whes yonsr cliess 1y
challengnd with Sacalizag the dub memberabip monthly Handliog this obiection s
quite siugle ance you know Bow 10 spproech i Yorar client will respond o the logic of
whiat e sl e themo and what & pood bastinos for everyone Svolved. To introduce this
dechdon 10 your cliest, you sy sy sasethung Lo tae

“Mary, lie I sovetioned before, this program was put tigedir based o dput from
ety frat e wour Ty deld s severnd hey things. Fivat of all and let mw sk yow, e
you ke e anal st peaple v that you Mile 8 Jave yosy niosey it your bank and
cars baferest s yosr tmamey tutead of woveone dse petting 16 [Abuolutely ) I the
sawve wgk and the reasan | Sring 15k s b that ane of the fangs #hat owr cliewts ol wr
s frond ix that they doal Ak 8 prspay for service that they Inown't woad pet. Beomae,
¥ you prepa and S watpbe gt down dhe read 4 month wal find out that you'e
o satiefied, what kind of Ressie tmght you huwe 19 go thesugh 19 pef your wemay
Buch? (Chent solls thede eyes wnd prumts, ) Exoctly! b fort, owr cliends Jaawe sold s that
prepeying for somethng you Aement sted yt b fur platn bad fausvess snd arking for
trosble. v, wiat they dtd want o Jo (2 pay ax they g0, ead withow! & being 2 Ing
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Mary, vou o hanille your ciud musvbenship sas of reo wiys. First of all placse
wnderstand that your finetces ave your bnesivess, (2F ooy, 3v we rogutve 2hat anything
thast happeses st be comolind andd andhor et by your hank. That wtp s atve

protectrad amd vy ooe A thelr nosé bs your private sffain,

Wik thet b mind, you G have your damd autherize this b fwo wayr. Onr of the

watyy i te Aave posr bask audhorize fe memdaribiy by lasang or writing the check for
wou ok month dectrowicaly (IX0 NOT SAY DESIT GR AUTOMATIC)

“The affer waey i that some peaple e their ok mdharian of i by wemg @ rewands
vl thast giver thew atrbine miles ov other periks. They prefer 10 Axtve covtain emts padt
o i vewsrds curd ar credit cand for e bemerits they gol. 50 &f jos wast, you an vy
Yoy Dasvk @athvoriee of fw you st way

Bar Maary, & doan muter to ur sithor iy Hiow woadd you ke s bark &9
wathorine s for you ™

I your chent aeks to puy for the year 1n fulll podnely tell there that the cuh i a0t ser
up Cot way, and besides, thats ot ceally pood batiness oo fhe best wiey 10 protect yosr
climndy.

[ you do dodde 10 offier s anpsd prograsn W yonr clents, though, you MUST make 2
& diflerenst imvwstinent thes the manthly dub membadip. I shoold represant mors of
an inithal imvestment. Fox example, » Gold merubership s £19.95 per moatd, or 523940
4 yeur. I yons chient & requasting 1o pay for the Gold menbersidp up front, yoo mst
chiange an oxas smsont to cover your sdveleistyative conts, oy $2H%.40 per yess. You
caraal present thiy opthon 1o your et Rie this

I yom want? 10 Pty am 4 posirly Desie, we do have av aption avedalNe o you. for 4
yearly bonts, your frvetaent weuld be Saxx o, You weuldnt be alinhle for the fror
manth af memberdep, Wouldnt you preper 10 go wtl the monthy invesimas of ondy
£19.85, wivich inchudes the one mosal of e eovmbersiilp sl all the dengits, ond
the specsed repat disconnes tinday?™ (Show your clent S froe manth menberckyp
vowacher )

T instafind
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) Objection Hondling

Thete are 4 ow olyeitions or coscerns thet do anse whes your client o decding which

siub toembersiip o rghd for thees. The main edfections podt sacvemer @ the did
eerbeishiy v it

& Thap "danY see the vaine”
& Thary wan Yo Sdak it over, sl

* They are noomtain bt making e monibly smangemants.

¥ yos dou't suild the valuc of te deb memberibip and make s they knew they con
enfoy pescs of mind, you will sever Beve the apportunity 1o retale thees as & true, boags
tersn Ciest. They will 20¢ be protected In your Vista Shield, and they be sacapiibie
yorer goamgs ftoed (fre

Thiaking it sver s a common cbyectios that you can ssaly handle wath the waye from
Stp A of Yosr Recocxmendurions. There is teally eo need 10 woery showt the majority
of your chiesy canceling ooor yos grve them tioe to think i over. Theee o' really sy
maticeable risk to the conpany If your cient dectdon 20 cancel. Meat compuaies thyt
trnck theis sumbers have experiencnd that fewes thas N of their ety Sancel snce
they woe o0 fhe program. Most homeowners aoe Sosest propie whes art loking 1o taks
svantage of & techniciam and 3 company wh have just grven them excelier? service.

Additional Objections

Therr ae two othn comanon tbéections you may escountey while bailding the vale of

t5e dub mevibershipe. Herr a2 these objections snd the appropriate scripti o handle
them.

Ars tovkay's repaies covered?

“This pragrevs It very sovsler o health tsasurnnce. ¥ provdde protection for you, bat

i@ doenet cover ov inchude sy preeviiting anditons For s progeases, we stert by
nefevenating your nuetew and daing @y sepuis or deasing nacdad w0 ey sour gyiiem
0 factowy fresh comdftion, After 1hat, any funire repatry, wp & & Sewel 5 amasiviend
wondd by coverad weder your chul messberiiis ow the Mcstuue or Gold Mesdwratip*

Service Success System
Club Memberdips
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Seave coeapurties will amterept {o "day” & dub messherahiy &t polet. They'll do
this by discounting today’s repairs. Before you ennploy this strsiepy ot yoar comgaey
perioom an walysis o detenuine If ts dochion makes sound feanclal srse.

For your compaay, & ovesns & lovwsr cevere on this cali If yom ace perfornung a $500
repelr for your clicot 1odey, snd your give them o 20% discount, et smoay %o giving
youe clier $100. Mowever, the trventmest they put oo your ceb tmenbenduy rasy
ondy amousnt to S145.80 (311,95 « 12). That mewns, e ewsence, you are oaly collecteyg
$03AD fou the sclwedelad service cally you will pesficrmn for hem over the next prat. The
et i tht you ane Dot groerat g enough revenae 0 e your goals by dacoanting the

repslr today

For yorr clions, offering thees & disconss boday will duninieh the valin they soe i your
ched membentip. They oy decide 2o cater & chud meebership becwuse they witl gt o
dascount todey and met boowae thay e the tremendom smount of vidue that 1t raally
otfers. Whes this o the case, they ane much moes tdoedy 20 cancel. When yows cient vees
20 vakes i the dhid ineebeethia, they will caocel It When you discount the repatrs
todi you ere discsurcing the vaden of the thut membervhip

wenn (7

Low S \ & -‘.\ :..

04 Fogin rnen d

T instafix.



Why would [ want a clud sembership if ] bave & pavts and labor warranayt \

Do you get revtine ool changer for pour car! (Swa ) Dy dnog the repuarsd
mAIRCORENCY &0 JOW CAT, Yok Grw extemding the e of i, Howeres, of you ald ant do the
scivadtiuled service au raguired, and thew your sging bew < what do you sppese the
dealersip would sy to yow If you 10ld thew you surent @ mew engine arowey? {They
wiondd langh & me.) Yeur iysion russ fie sarne aap You must Jo the reccmmmended
MIAMDONNGE ON yrad yeles 12 predec? yOour warraation I you £0 e dor She reguined
scherdulad service, pou risk atrsoning ol the Nebilities Sv parts et labor, Mut yout foar
aperating cfficiency emi end wp overpaying ihe andty company®

Ploate note $at the cliert doms reczive & “reorwal™ discount from you when yos lave
lostalied they sysinie beczuse you sne ihsady providing parts and bbor vader wermessty
for a caraim penvod of time. Afer the warramty exprovs, then they revent to the sornal
Invettenet guoun,

Adantonal Questions and Scenarios you imay encounion

Haw do | provent the value of a clab memberabip to @ diewt thet ks rercly saing the
home! (e.g., Vication howee...)

The technican shaokd fimd oul the answers 1o the fllowing questions v heg the client
nndenzand yow the Culy membership i st benefical to Sem,

Do they invert i extomded warremtles? N peupe: walstenance b ot deoe. these
sarrantios could be volded.

Whem is the worst tlame the systess cosdd break dovwn! 1 seould be very Stceuragiog
s 0 04 your vacateon borar and Exd 1hat the Samacy o atr deaditister s deokos
ind now you bave 10 de botherad with « waessce when yeu we sapposed to be
relaxiog, Whaldn't they waet peace of mand St wihen they arvive for theis vacation,
they wil be commfertable?

ey roally auly use the air comslitiones, hecaase they live (w & wasmes Camate,
explarn 4 then that If the club seerbenhip s v the AN the fernace/als bandier
will L imclodiod doe Do The sume st gues foe o JBaan duat timy Uve 1 s coldss
ciimate und predominately ases their farsace. Under the dob memberag, thelr i
copditicoer would be Inchaded, 100,

=2 ingali.
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Wit I on thke Tucnace, the pipes explode and thay lve towiere aear thele
racation Bomet 1f they tavest in & sonctoring device for thetr spstemn, sed the

beating'vr conditboning conopany was sble B come @ o G the prodlon Befere any
reajor peoperty damape was daoe, would that be wocth the nvestasent!

Wiy 4o you enly do ans tune &p a yeart”

"W Aoy fovarsd shat it ts mrr comvenient Sor ain clents 1o de e antire watem
meguvenssion Bt ane ois [ am swow pou are extrewely by Bke mont of our dients, and
1 & hand for you 40 fir sme mave apposiment tnto your scheshde. Yeu son, in the past
Wikt Jorar service comgany Cunne Ont Pvice o year they wonld perfors 4 Mone o on
yomer aly comuliMomer om the first wind wed & furnacr fane-op an the srom vl You
were sk recsvang @ (26T e tume wp bt & war suit spreadd et hetwirn fug vl
We reded o chenn’ time 50 wa v comBunad cur oyate s rrpinveREion o ome VO
1 sow juras dheme™

“I havw two rystems bt | owdy wend to purchase oo club memberhip™

Yeor muu edacate pour cusensey on the value eod benefits of haviag 4 deb membership
for mach spvem. All of cheir wyitems mast be madntained,

Hew nasny trs do povs swn!™ (Ten) “Norw you svatetiain buth of thow cary, pra toke
both of Aem 1 put Aeir vl changed when thay sadh reach arussd X006 nite, raghet?
You wonlde'? st malntain one af then™ (N0 “That & the some thing with your
oystemis, Mory ool work ssdependentiy 10 you com remstine contfornabiy iy pear e
YOu only seuimiady ooe of them, v will Ravr dncrsasad wniiny Ml from the other and
1 U will be chartenad”

If he horasrwniey still aoly weats one meuberstip, go shend and belp them with dut
wystern, bt be very clear that tf the ether system soeds service, ragelar Seraghefocwand
Fricing® repuls loweds acd dagaosics will appdy

By followiag thes process, you will be poswmiting yocr clients with «ll of the value that
b imnemberships hold L theie syssem and theit cormfort, Yol be shis 0o present
the menbe sl i 4 way That your diced can aadly chooee whicls leval (s by thete beat

2 instafi




Honewver, recsenber 1hat just B the miness b (e OB West, it is the whds process
that rmakes tils effective. No sep oo iy owet 19 encuagh w0 dhow the value of e club
menbarships or dow your dients why they should poun. By lollowiag this process &l
e way thecugh, you'll he poesentiog your Cirats with an optien that i i e heat
imrerent in & way thet they wi ssaly undersaod

By Sdigwing this cycle, you will agenesce Cub Membership Socooa

I instafix




Manager’s Meeting Guide
Why hold a meeting?

To mccess®i ly ioplement the chuh membariips inty yoor buasogs, your mxm bas
10 buy oto S program. Your schuiclans, espocialy, omat see the vaas Ont dod

membersipr bring 10 your cionts svery day. Only by secing fhat valoe and helieving =
the prograss will they be abde 2 show your dherts why dub memberstips we in ther
Sert ipigrest

With that ir octod, ths section s 4 walkttuough for yosr comgeny meeting, The scripts
inehuded hees ate only o saggestion for what yoo could sy withun yese meeting, and
yord can tabee ther 1o ey fashuos pos woold like. You'l alw sex Cer ooty ("Alove &
Beyurad™) that you shonkd copy 10 Baod out 1o yous lechakiurs durisg this meeting 30
they cun fsllaw slong sed get tovokeed

This mewting will cover the bevels of service, the challenges hosnsorwnney, Schaacians
wnd comgunies Dox 1 tye HVAC vonlid, sed how chabs mentherdidys benedt cveryune

Whist you'§l need for your mocting:

»  Copes of the enclosed gote sheets ["Abowe & Beyoad™) Sor yoor
techeviconans o follow alnng

o Poota for them to wits

» 3250 (T 5100 dofar il and one 550 1K)

o Soull wasiebesket pear where pou we sitting

»  The nanier of ety yon bove wth agrecrsnts

»  Thenusdver of comtractoos Lesased i yout sces « pons can e s by
soersting in the phuse book

»  Opsioward, MowerPount Presentation dowrdosded from the Contracton
Sor vies welinie

Sipt mete, Tiwinghvnat the st The Maland pucions 16 T wanaget wh i rannng e oo Amg:
prortior casted by (7] 0 S0 ctmcians imponae or sawn

I instafix
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Poagr 3

“In she world tadoy Beery are flve levels of pervice Ay e gu Semgh thess, fuy follow along
aed Al oy pour bool”

No-Shows

The fiviz level e The No Sagwn. Think sbout poing 10 o sertaurant. [ pow wes in, s
a2 yowr table, @nd ma cme ever (e 10 Melp you, Shat wonld by an example of mo-thow
wroie

Barely Get-Oy's

The scand bved ¢ The Barvly Ger B, This would be the witter wher comey & your sable to
take your svder, gy sour food and drapy off the Aecd

Average Service

Thee hind fewed &5 Averige Sorvie. Avevige service & 3hss restaserant miiget e & waiter who
vheks o0 pow w couplé of towes and rgills ponr water

Good Servive |

Tha fonr level 15 Good Servxce. Goad service wosld $¢ sorasene wivs consavly thacks on
you They waald be paitter and spbent with « swde. They wonld mele comre sanow with
o0 af the tabe. and gt your fond 19 you & am efficiont menner, In dort, & would be what
FOu expwt

Abowe & Beyond Sevvice

P fAfth Jeves, though, o Above & Beyond Sprvice This is the type of serrice thar poss
the extre mile Witk Gy service, M wattier wowl! do everytiing ponll expoct with geod
wrviee, bat they wigh mrake recomamendations for Mat maghe. They mdgint Sadp you petr &
winie with your food They would be able fu sell you everytiing abour the way S food i
prepamd. Thea iy the typv of servrce yoss rawe o others ahout. They turw o andine dhnmer
s o phesoncie. fum oot and ke 1t Gu DNV 22 TeMmeTOLY

I instafi
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Uhwr service iy deviprnd 1o sobve the Aellenges that our clients fucs, So lef] explone e of
the challenges ot Myewssorwners face with HYACT

Inupportune Sreakdowns
Oy chients bavve o denl with thett aquiponere beasking dows, epetally durtrg the hot
or cold seven. If thelr syszrm devides to break doww in Desrsder amd the dediday sl

teiwgy coadd get guite chully for everyone slaring with fer from cud of townm, Owr chenty
oty iloa e tw deal with 3 bvaakdavem s they ve petnag ready o leeve om vecahon, o
while they're am vacation.

Tienely Serrice

Wiew everyme ebies gpatem alve broaks down. they have ty desd with Smling iomeons wise

ot et f thawe Sowne A fix thelr pwtem, IY €3 2 really By woek, they muty baer Ay ol
ity for service ar txbe aff work 1o wat! af b for Mhe v fevictinst 29 show up

Eaponsive Repalrs

The ot of rrpectey can bx mibatautind fiv domtownery, and paying for them om beosmae &
Sutiengy §f Doy havea’t budpeted fov repairy. Mot EVAC ieeabdonng are unorpe ted and

thargiore wopdaroned Thesr Aowarowmess Aave put et ot ot of gt end oot af meind
sl Zhey Azvem plastnad rputes b taer Inafpe.

Expenive Replocamant Cosls

Replacewents ey & majar exposos for our chiomts, aval whe If comer ine &0 riploce thele
rwitern, s could devarme a fwimi el barden to teowe ther Und of mintwent.

High Utility Costs

(LR yrpwm tr by gettog muve sl svare cxperurv, nd sur clents ave ferbing that sing
a5 well For moir Raemeowoers, ublities ere sne of thtr Largest monthly expasses.

T ingafix,
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Pegr 4

“Those ave the challenges hommeowners fuce with HVAC, bat what are e chalenges that
tachmictons face in dhey inditry?”

Emergoncy Cally

I & client’s zpmemn brasis dovem om Stontety afternoost durmey the Super Sonl vl going
1o w00 o anal fix MY No ane’s going do want 10 Jeive thelr werwn by and g0 fix
Dermace, nit thath wy we're Reve, By the simee tolen, w0 one ryally wants m ger wedes up
ot of ¢ dewp snep w beave hetr casy bed and go Sx & ctmpreuser

Inconsistent Wor kload

N ome Uhar thr wonks whre therg (s eneagh wovk 1o g arsend but wirh the changiy
R @ e Aappen roavivan Then yau Sare 0 worry amil grimmg seames 8 pay Jowe
Ilis, wnd @ puct wilds & bt of stremn.

Layelfs

This tr the swrdest oo of ol sewd (10 somethng no company ever wants & lune happen.
. Howeves. Wb dwaya o poniibibiy &y the indhatry b snd flows,

- —

Difficalt Ciants

Urually mo ane i happry wiver their yyntawe branks dows om e bactout day of e strmmes
Therve waaly evew ks Aagpy whem you hawe a0 provend them with the DI fo- sheat repasy.
S, facing dificult cients U 3 siwarion you e o doal with e Al tadhusdry,

Limited income Opportunities

We are tovtimaty i b able v 2y sown of the bighut wapes, ¢ wot the ophet in e arem,
b many v vans de 1ot Aave L e oo making obde

22 ingtafix
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Page 5
Now k) toke 6 bk & the hailenger HVAC compandes facr tv thes gachrtrs”

Campetition

We facr a tremendoni avaownt of compertiion. it by odw market theveare
comdractors. Dalay we nvast alss fecr Ihe prowvwens of Bl Sox ressiars. They orv Irying to
Qntr? oar cardomers. Mavegfacturery ave sl frytng %0 advadt Swtieessy 2o My am serve
fivem dirvctly Sa we face @ bt of competition 10 attract cetommers today

Chient Attrithon

Wa have 20 worry abondt car cienty inaving wi andd fossg 0 the ovapwtition. Seene of 0wy
ety Wil mere. Tume of S widl pudt op urdeg ue Some of e wall die 20 meritable
Wi guing i boue sovme ciients. but the challengr we fair i vetnining the oer we J0 hive.

Marketing Difficudties
There are o nt of cowiparvias doteg divect markezing saday F'm sere all af your malooros

wre full of Jank maafl 8 of the tivoe, 1ight? See, thas) -u,asmu-mmm
e Mrcanth ol of itttk ity

Cydiical Werk

A guu hnovy there are times when we are baoter thain sthers Some weeks tengy got o lasle
b Pt e cAalonge wilth U & that owr couts otill sty the saome. We still hawe fo poy
wur Bills and jay you ey aed eep Uings poing here, S0 tow tlomes avg @ chailengy br
wreate the vevenis we need 10 keep going, 'Wa 0l manae pay the reat, make track paymends,
pey imsuamr prevkona, otz and ith B samic smouns whether we have @ oat soondh o
o tervilrle month. We stll e o pary thae b

Page &

iacx we i sertviag @ ge Above o Bgund,  we wonld dlbvate ov indue the duellengn
shat oo clowes e, thaz you faox, and that the company faces, shenld we cplory o™
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Page 7:
Paintul Prosie Fixor

“Refore v wart saiking obont HVAC companies, T ke you &0 think abosd your dentist for
o nernent. Davse are roadlly twvo types of destlots. The Ptrgful Mrodless Fuer weuld wast
ot fo comme bn with & comlly 1o Shey could fix 1t and wesks g prafie, They wouldet s yon
e Beat waty o fRons and braak. They wunlda’ pol your the bafbramation you mesded (o everd

the prodiem, winee iaem prafit comei from fizing your leeth matead of prevestryg pesbiema

Pain Free Probdem Praventor

“There dlwse & 2% Pale-Fres Problem Preventor They would be praactive wiih atogpisg
prodiom byove they stevt. They would pum you the proper way 10 brush. and they would
ol you e proper way 2 flenc. They wondkd show you evevything you ram & & provest
prodlam. They cleew yeur tath avnd Kx cavities hfore they become werous sond require
e erpenane repury ble crowne”

U yow wery & dewtrsr, wivich one of thare would yow rether bt *

Page b

Peinful Problom Fixerns

“Thare ave alo two types of HVAC companiae. Thre are the Pampul Problem Sxers who
Mirvtply want for systemys fo breai dows g ey can owop iy el replece thaos and toke
hoveey the money They dan'? do auyohing 3« halp clients prolomg the Mo of thew syatema
2 rafuce mwgy conncuptt. They dowt offer anty recomenendation for psduw rpans,
Do they e thae syttemm to worsen sl break doww”

Pain-Frec Probiam Preventos

“The oeher Type of HVAC company ts 2he Pl Frae Problerm Prevesser: These companies
work slompride Shetr clientts, with e {ctterest Iy proserving ety cliend)’ rpolenes Thay Ame
thenir clionty’ best anteret v mubeed 2 all povers. They sugyrst v sepaaier kverwing that 1t
iy neve (As cFiewe froan i bvosddown betor ant. They st shwayt booking for wapt ta
Ieprove the giicionsy of ¢ clients patem 20 vy e utiity cnete”

"When you thinl shour thaue 1wo trpes of annpaniss, which mee would yov mrher be!*

2T ingtafix.




Page ™

"We all was 20 b the Prwvewtor 29 help our oty mther thae prey om theer sighrtune ©

Yo do that, we st ds severad thangs. Fivst, we st strive £ reclce beosiadowns. To do
s, we el atmtale he iysterns of our cieets”

econdl, we nnat atrive b0 redice expevuise repalrs, ad therd, e svaest strive 03 redice

expemtine reNacemens couts by cxtending the M of our chent’s syrtem, To do bath af thave,
W miet mate seotmumendations far onsller repairz INS will Aeip »tave off lampr amer, and

W it provenly malidain the systen”

Fowrth, we waat tobw 1o reduce our chiemtr’ atifity conssmeption. {f we are praperly
reatreiamg ded repriving o ey’ sywlems, My shoudd run moee eficionsly and e
fess merpy®

Pogr 1

Scheduled Service
S, the ey o being & Preventor i performung sohaduind service (routme maExtenance) on
Pt cliendy’ e, Routine seainggnonce will

A Raduce breakdowms,

R Redver axpomte repain,

L Extend the B of the system,

D Reducx utifity cowaumptiom, o

E AR of the abovet

Performing routine ingiaionan's ow our clesty’ syrtems will dy & of the abone for thew,
wnd that) how we bocorme Preverden”

=22 ingtaf.
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Page il

TWIth s jocus o Becemitng Proventons, e2) ske a Dok af the schafuled wrvice we Aove
8 performy 1o Iecome Prevensors. Right new, we'ne prasg 29 desygn the perfint tbeve &
Reyond coniml sohondnled wervuce”

Page 12
Designing the Porfect Schuduled Sarvice Visit

“What wa're grving tr dhs Mre de Dt ol of the procadiures you wonild perform um the parfect
schwdadeal vervece it Thew, for sach of Shane procedures, we're poseg &0 pr aurons and
evaluale sach of thew on the Bt for sach of the categorien

For sumance, lets start with Change Filtens * Changieyg dhe Alters wanld be oni of the
procedures ou porform om 4 settnlenance viell 0 Sur Bt @ Numtber 3, Neew v go
acrom and evaliate thal peecreave iv oach wures.

Duars chasgry the fvere raduce braabudovens? Yot ¥ would, 30 pul & dhak mask undey

thez Doer shumging it Alers madiecy experatve repeins? Yo, 10 put 9 cheeh thee, Dioes It
yolicer wtdivy conts? Yw, 2o Sheck 8het cobuvws,

Nowg what peroend vavings om wsiitty payweents do you think our chenth wosid s from
changung they Adiers? (Dot am o asoust and it that  this cobumn)

Des shangiag the Shers cxtend the (1% of the system? Yes 2 diex, e check that colemn

Howe mamy yowry ko you think chanping fhe ety srpudarty wonddl extend the i of the
systeen! (Decade on o avscunt wnd enmor 11 te the Lot ol )

News, we're jeng iv g0 thongh these row piges sl & that wame thong for o1y rsnde
Jou perfirs e a schiedednd service wat”

AR A Boar vl



Page 13
Scheduled Service Value and Totals

Omsex you have conpleted the perfact achedulad vervice vint sheets for both the Al
Cooditiones and the Furasce, total up the percent mviogs and the # of peas oo each

L o

"Now let's sar what the toond saviagy for aur client would by with schedalad service vistt

fike thts, Ror the atr conditionss, we Rave 4 tofal percent sawings of XN, W scli! that sur
il Cogng b el be Y sa XN of Y e 8 _____ i savengs for oor sfiest. Sa, write
that s, b for fhe mr condicioner valur w0 owr ¢t ®

Thin memeacd s o pyavesdt of theis ttal corbiag bl I ponr sscal coaling W wes §1000,
et wil of the procadurcs fu the tune o Wotaked & 20% wvings, then the vabas %0 yeos
client winid he 22070, (31000 « 2% « 8200

Determizw the amount for the s cosdiioner and the farneds vavimgs. Then move on 1o
a2 years

“The schaduied vervioe will alse prolong the Iife of thas grvem, W tats! ap the sambey of
yvary fhr alr conditioney sy vice will ald 29 the stern. Then teval wp the nusber of yeun
thr formace service will ads to the yatet. Wrne thaoe ameaunty in here.

Now; de1) ot ovr cliots todals. A the A/C vatiur and the furnecr wader topether ty got

s otal vase to mer dleots. Them, sl Mhe extemdad LG amonnty fagsther b desermine
the rotd cxwnded Ao af the syt Ihese wwounts represen the 1alee of wialaled sevice
b e sl eystoms. They W seve mévtexs and sheir symom will ot longer. Thaty what o
takes 20 De ¢ Prevenion”

=22 ingafi
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Page 18

Dhoes avhahdad yervice rodice amd elimavate these chalienges
A Egupneent breald ey
R Uktimely sevvice,
C Papesiiwe repains,
D Short cpvtemt Wl gpan,
E Migh avliny comsungtion, o
F AL o the showe?

T vediucey av dimimates o of thow challonges, 16 da 'we agree fhae pravemtusin cchadded
service i pood for hempowners!™

Page 17:
15 scheduled service good for techalcans?

“We know it schadbdad scrvice & poosd far homsowners, Ind b & pood for trcamicianst
Leth ser (f sihedulad 1ervice can medue or dlantuate the echoicien thallosges we Lulbed
adeowt perlier”

TE5 insta
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Page 10

Emwegency calls

“The firxt technictan chalangs rwas emverpensy (siz. Whew you gt caliad out e an
emarpency ool af night or on the waskend, e are She mouf custimon sepain you
perjormt

List the five moat comunon repers poar fecheicians answes with,

Onor yoa Bave your bit, go back thiough sod detarmtoe i scheduled servie visls could
dinlows o redoce the Lkedbood of that nopatr happening, For cach repaks, sk

U pow Deiak scnalidod service condd radice or dheusale s repay fuw becossong o
wrerpested emergrmeyt”

For the ooes yeur sechnicaens saawer yes ta, pot & chiock In the bos sest o2
Fage 1%

Al you've commpletod Yo T, ask yourr taclicucseny what pescent of emmpency calle
coald be seduced. Wrde the amnant oo page 1Y

“When yow ok ar that Xst, what pervextagy of eerpency cals o yoo ok cowtil be
resbacad by focumng um thane Seves bn schadided sorvice?™

Page 2 S S
inconsistent warkload
“The wooen! chalenge techom s foce b an tnvowatsten? wortlead A some e of i

yems 1 elght be extremnly Paegy AT odher tives & sdght b cxtreswely o, This chart & a
ool exampls uf how the HVAC (nduatry fuctisites betwers rxtivimely bugy and cazemely

221 ingafix.
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Page 2ls

“Hewever, wiek schedsdaf semidze, we can schadule those mawtemance YR & fimey when
we bounw we'll b & Itle dower Thet maty owr chents will gei schedvlol servics, and you
Eave @ mpre comahilent wovibond was the srw Nime won? be dr dow detpmeee

P prost thing eboad shodided service s the we rchusdude It Thae! saegny we o schetude
Dhoue serice vty durieg ihe conyfont 2ond time of the year whee no one U really talting
s bacanse they're comglortaltie. Durang those tovperate month, we can handle o of

oo scheduind wryie. Thi will kaep you baay and gor par ciants resdy far the hot and
ot srarens. Thoat alee mrams that whew ive St evd cold ssasoms rll svvwnd 1nd 2 mew
sunvaer il or wrvice, so'll be alde m aniwer

Youx 1oe,  lar of wwr competirars ok you A 1o rem schadalad senice o ot
comdttioneTs wiwm & 4 hat entude arid oo Surnasm when 173 cold. What kappenns then &
Mt they are ot Jaimy murtammascr when jowaone onllr with ne hoer, Wiem e ool
ey i, we'te Qoo Lo Rdre our service done 0 we ive the ablity o haly that sew
cumtorner awl moke them a olent.

S0 wowhl whwdulnd sy e dalance 0wt dhe wev ol Yes It wondd"
Page 20
Layoffs

“The third teshmiiren ihadirmge we talied st wai Lyagh, When do commpenier Lyl
technicians’ When the sesther pefs sir smf s ore in 26Bing, Hlaweves with dub
wiervderihis, thone comorf sowe timer of e yeaar will be whew heculad soroke i hevy
pertovwnd Sor vir dud members

Wosld schnduind service radure the Blalibnad of bgpeffil Yex, I would bonsne the timer
witen other campunies arv Soymg of techmiciana wodd be filled tn veith sohedhaled sorvice*

Servace Seccess Syntem

| instafix




Page 2
Difficult Clonts

“Thve fourthe tethendctue challenge was ifficaek dients. Obwioncdn s diont (s peng 1o
be huppy when they get banded ¢ Auge repare bl or somesthing that could Ravwe been
presented. They end up resesting the Compuery and fhe tectouvian in thes home

Thaty why B¢ sodution (¢ 0 reduce Shaee hroshaloovns anid Sull s strong relinomalelp of the
sowen timg To reduce the borahdowny, we hiowe 1o by Prrvecton, which mesw achemlalef
- vee

So, wouid yow agree et sohedulod service would reduce difioult chent stwasond™
Page 24
Umited Income Opportusdties

“Thee Last rostmtoian csaleagy wi liowond iniomne oppertaration, (XNar comepatntes may me
place e priority s paverg thanr sahwician well wiich ewies oo oppaor temiioee jor
trohmrctere. Whes you Sactor (0 v tncometent workiood and bpogh, the sssamr podrvdial
for & tnchocion gets wowse

Howeven. sdhesiadad ver vice woudd croste svand), yorr-round sork St weuld boou! the
invom potentiad of rechmicigns, Py providing feclmicians with sy wonk e ressslual
o, Mr e SETRETNNR pronTde o iwome sppoTtungin rutendly e feckarour
They alto ereaie replacement appon tusediey from the service viin.

Would yow agwer that shedidad servioe inoreases ysur mscomr oppor flamities [

M ghe tairas VARNABY C00t4T



Page 15
“When you taink abewt scheduleng rervu, does & radice o shranare
A Emerpenccy calle
B Jecorsbstent werkipads
C Ly
D Dl chent ptusssons, ov
£ Ay the abowt
Page 26«

W leth ook at how schadiaded pervace hamdler the challenges that HVAL cotypanier
fur®

Cydlical work

"Dt first covepany challerge was oyedeal work, The saee Esconiistent wivkiond that i

chaliompe fiv ‘ectmusan: 5 & hallerge Av comgamen Reveswe con v dowme even ihanggh
there are 22051 Ml bo be pund svud ¢xpenses decarred

The wlistiert b this Challrsgs comes from S wivedded wrvace valing owt 1 worklisad 1o
Iz the syclivad necse of e HVAC edartry & mo bonger presend”

2 instaff

P AL TR0
Al ¥ v b ol



Page 27)
Macketing difficulties
“The turd ompany challompe U marketing Bificaltier. Why do wy searket fu bvgpie with!

I we mariet 0o
A Attsact gervive sally
I For sales endl,
€ For riplacernen! busines), or
. Forall of the abovet

W actually market for all of those, and 1o foot, wehave iwvestnd §_______ indhe pas
yeur b QRrwpling b ST 0w Cestemry,

How mouch da you Sk (f seaty, on evesige, 8 sruct 8 new seatiusert De pou think i
auRc

A 52

2 m,

oosan,

D. S, or

£ Nowe of these amzsnny!

Bt actuully cunts dn merage of S350 &0 sthroct & mew diewt”

] instafix
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Page 1%

“Now sk about ladders fur @ mumaste. Abosd Aow mruch doox u new X0 fberplass
axtendon Madler cour!

A SR,
& 5150,
G s
D Se e
£ Nooeof those!
A new baddey would cour you around 5250 Witk thet in seted, shand about this guacion.

1 o gt @ movw 24 fibengiasy exdemuben Leddler, cosdd you afford 1o Svew P away aler
ang s’

Tty sdviowdy falie o you would baskally be thrvwing 2350 away every tme”
Page ™

"That) thr sens thing thar hapgeny eveey bwe we sovmat In aftves2ing @ new st owly N
servy Daem ongn. JF & ants S0N0 1o attract @ snstpony, and we collect J250 or he servicr
rall, wr will make 9 pragit and be able 10 say m asiness - trae or folee?

Thear’s also fabe, (f wr swdy collect $250 o n service o amd maver heor from et cuctomer
apuin, weve il guang 20 be making ¢ profit esd we wond e able 00 ity buaman,

Well dudically b taling tha) $250 we gof from th arrviow call and throwing & seay
Bevmnise that dhesat ix Jost”

Taruw the 5250 (n the Srsbcan s thide pount.

2 ingafi.

R R



Page 30:

“The sebaniors there i3 15 provide Abdve-and. Boyond wevics so saatimety will
A U ws vme o,
A Never woe w apom,
€ Rooomr routing, repedt cnaldmery, o
O AU f the wivaws

Ihe anuwr b Mhal s T enake mare our castomert Basomne festing, epest we of owr
ervices, That) how we generate & profie. by rerving she neme o for yodes, brosuie w
dowy haey to spend that 5250 apain te myvis thae vy Cutamer They siesady will Iy oud
ey B comiveme nobng W™

Page 312
Competitien und Client Attrition

“The mead two Soaliempes thet compamins facr are competition awd cdiew aitrdion. Thdak
theve ave Boerunt contractury iy cxr avea. @l they wre &f friving W increaw
i customer Dane, fo0, Budt §f they tnorvane thaw cstomaer Bid by 20 where S thaw 10
curtareery oo from! They mman Nave come from we aved ther) why cowgpeiidon and cbent
aurttion oo (inked topethes

T rediie amid cltopmate oot s teling our castrvoery amd s cressing clant
riiem, we meur

A Ofr above and beyvnd wivice,
R Prowct aur cliomts from compatttw rabd, or
£ Bath of here!

Thae right arnwer, of course. b Both of hoae. I we waowt 13 pootess our chosty, thaw we et
effer Above & Ticyoad pervice, aid protect cus clwrty froms cor compeishors.”

22 instafi

SENP pures SARNABY 200151




Page 12

“To protect owr hemin, we kot to koworw wits: thay really are The ondy ostomers who e
wuly i clexn are

A Qutirvess we furve servied de e dast J wonuh,

R Cuntersct we hove servest af lose! J times,

L Galomers wio kine & servie agroomant wath s, or
D Orstoonery who kuow whts we e and Kle s

The anawer harr @3 G, thaw with service agraements. Those service agrearments ars wivad tie

Thene chionts 15 e Servir agrezmenls prodect our cliests frem sar competitons and they
Ve s e apportanty bo offer thase cliewty haduled 1ervee®

Page 330

WA that D mind, how muny e gty o we really Save? Remarmben, wo uv! only
count daue thenty who Rar & vk sprremend itk s, date e other Ottt we
serve o o087 apem 10 oy compatitors. Undler thar definstion, we only how
alenty, and e Reve o protert them*

frue

Page M
*The mbation 23 cometition aml cient attrdion
A Beimg Mettee them s comyperzams
B Bemnyracer than our competiton
C Faving osr ety protectnd with o 10vvsce agreemient v
0 Nowe of the shone
The true anwwer & C The wedy true way 2 pratect see chients 1 19 get them tobed v
BTV T Eents wak Wi W Jo Aave % v battrr dham G wicer ihan our compatition

a2 the st b, Bad Tt frowit abvady v part of what mushes s dffevend from the
cmpettion. The ahiation 1o tha chalemge 1y 10 profecT cur dhewts with srvie aeraemonts”

=2 instafix

1

Wi el



Page 35

Yrnmral, cheduind vervice agreemsents mdacr and elminate which of the palbxeieg
A Cychel work
B Medketing diffcntrion
G Compenttivm,
D Cliet attrition o
E Alof the sdve

The anawer 1t 22 nf the above hrotnse all of Bore avspany challenpe sre restwcad witk
wriae aprevmands”

Page 36

I pact, serrice apreenenn addrent off of there challesges thar cumomars face, thee
pechickens fuve, araf 1hat dhe sompuny Saces. Go down your iy bere amd sheci the Froxee
of the ¢haliompes that you shind srrvice ayreements reduce end dmiagte

Did o sk oll of Yagrn! Sevvasr agroemunts ure she sohdim 19 curing ofl of thas
chadinpm we o™

Page 17

“That begs dhe question, |f serviar dgroemeensty are o0 proat. em wity Jow? we Aave wore
chan s

22 instafi




Page 38

“Thee amawnr 0 that b TAa there are some challenges with o service agrermens
tharonsalies”

Resell

e dhatlonge (e thar o mruse rsell she apraement every pear. Your dient sy sor the
1l in he sgrenmend ey yar bl may e haer tr (o Butew &0 o value-dullding
prosentation e mect yesr, They muy by in 2 b mood whes you try 00 reses thelr
dpreemand. Tary may have & i of etvers happesng in thel I, or they sty just be huring
& bwd doy. AR of these will heep you from betag an sptamal value busbder by mling avay
PO tme and epportusds).”

Coliccting in Advance

Collccrmy the sum m adwoscy fov the agreement saos I a duge deallenge whet you are
Irying to shaw roueome the value of o grroment shay haver( ) even sxpariomcnd vl Alss,
vellncting I o in andwarie caw B taugh of you come at & rime of Srancaad acnddng
or vight fter they have spent & grear desd f money e something else M a o repave or
vacstion *

Paparwork

“Wom Aary emoagh paparwork te handie on & servvice call without Aaving & warry abost
Allvg sur oo mare form for the agreomwens resewal. The exsru peperuaek et becoeves o
eadache, and a5 pow try 10 renew ware and more clnty, the headache fust getn bigper”

Technican Fonus

“Thee ptharr eaierige with our service agreemsends (v tvat the trcheiokan that orgiaaly sobf
the agrevmeny’ and 3old the e 1o that dient won't ger a renesad for anlio they aov the
ane Rarallng the remewed [f someannd Aundles the renewal the sviginal trohwider gets
worhing

Wiew yusi pve all of toae fcsory tugwihon they comtndutr t7 4 Aigh cansaliarion raw for
oy nrvent Mrvice agreementy. i service aprecements are the amswer, Sof owr Lirrent s
arer? the Best then what 1 e right amewer™

I instafix
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Page 3%

Belore wo sl abosdt the right anvwer lets take o Jook af how the HYAC insustry A
develaped over the yeors and what & oight be puiding 1 1o The HVAC indutsy has powe
therwgh sevvad oppor ity cpches in & time®

Mew Comstruction

“When the vew sunersstion boom happeaed, sl contraciors stertnd rking thel
wmondy wapplring HVAL for all of the now hAomes. Fomues were heing budt with HVAC
orterng inatalin. vt thas peevidal matractory with dhe apporhmity for predd”

Add on

Wover the sea cunats sction o, the focis of the iovduotr s Burved b 10 adl-on marbet.
ALl of 2 heveer duill before the doom wers mddendy setiquated They aeednd HVAC
syvtons 2o kexp wp Wik rvrryane dse, re untratons steppet wn fe S thee vatd anl ovaie
hiuge profits”

Service Agreemants

“The meat vede scourvel when swrvice agvesments Secone previtlest Contraciors startad
ogfertng these agrasressty 10 pala Gocess to Sae mext gront apgoriuntty - (e saplavement
oppartanity opvle”

Replacemant Businaws

Sovw. &l of the howves loddd dhartng She comatrasction bose seadad replacmmient syatews for
thesr oldes, ivefficren cvex. Snddendy the suplecemant market ervpoed, and another st
of opportavdty hegpesad foe the mulcpendont sentraztor”

=22 instafi.




Pags 40
WD the tndimtry’s mees magure bes?

T gramg &1 e an oppartuaiy ouke whure the emphusss 2f the svdiutry shargs towurd &
partveniilp Dhe next apportuny ook v posng o be one where we deyelip @ partnenhiy
whery the clunt, the Sehnichon, dnd the compunty ot kave 8 wited botevest in the

wpatpreent nzf feraking down ”
Page 411

Whan thees apporialy rywies Aappes, (hevy are omr ampanie 2a? carch s sarly und
Trad the dnbuntry o & resalt. Thery are &ov (hose compaan that veact toe bete ard osd wp

Playing catch e with everyose dlig, @ @ ressdl. My guestion v you i do you wass 12 be
lnaudorx or folirveges i this process of dhange?™

Pagr 42

T wve gy 22 be leaders, we hanwe do dowelap partmerships with aur cllests wivers we &l
heve e samar varted interesl. To cromce that pariershap, T wondd ik (0 introddacy yow v

the Clul Manshership”
Page

Wy bmow theere ave terae levels 1 the Club Meombershly — platimum, gold and uber
Hawever, you muty mat Lnnwe what cack of those levels really means and ouhuder Jo the
chaart, wa howe &5 of the domenie that maabs up the clad mawberanipa Yo an sy
‘owgvire the three oot sach avder and aguimat what s diet wondd experiencr wiskouws
a cdub meesbersvlp altogether

T ingtafix.
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Page 84
Platinem Out Membaorship

*There are three main cemponrnts to the club membershipn

1 I abdlvy av be u Replacesseo Acount Buslder where war cllesis can ave mowey
soward @ fdure replesment,

2 The swaemtersonior and scheduled servive §f yrovides, wad
3. The repies tnvdudel ox the dab mereheriep

Norw if we lawk a1 the plasscarn moemnderabip here, i@ inclades all thrve of thos componenis
Our eltweets tan ate e unioed poriion foward J replacement fn the fovwe. They receive
Jroe repoire up 1o & Level 5 and they veceive the tohwifulnd servive that wil pogyont
breaddorams s the futire”

Page 45

Go'd Club Membenhip

Worw Jats Souk af the Gold Clud mendherahin, Uder titls lenel, our clienty senld ol gor
froe regaarms op 80w Leved 5 nmd the schedalad imevice, Howeves they wondd nee be butiding
any money in a replacemnt Goooant”

Page 46

Sitwwur Club Membenhip

“The Shind bewel &1 e tibver deved, aval snder thds levrd awr cllenaa recerve enly dhe scheshelod

servir, They dundt revatve frow repaws, but they do receive & 50% dincound os, e, Al
they aren’t nulding sy money for & replecement sccomnt”

=22 ingtafin
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Page &7
Chub Membarship va. Sorvice Agreement Compartson

o trudy sov Tor Siffevency betwammn the strvior aprremonts sl e tivk mevdersig, oty
Lok o2 feae characteritics ove by ome awd diszrweine wich of the two By arply 0"

As you go down the g, plece & chack mack le the coluras that epplies 1 each fem.
For (nvtance, “reduoes breakdowns™ apglion 10 both service agrenmerts and Seb
messberships, w0 yeu woold put o check s buth of the “yes” columm, Howeves,
“provides frer repains” only appiies 1 (he e membersiip v0 yon would Cadk "o fe
Ve sgreeyears.

As youl o s, the advaaaps i claarly winh char messherdhg. A ok a2 the Abowe avd
Beyond ssction here. If we waet o gu Alove & Beyond for ae dients, which we aad was
meotsary 10 Cvercrwar everyond b chaifenges, thea club memberuitsps e the righe onmevr”

Page 48,

T gu Abowve & Beyond an every call we Amve 15 start proventing thy chad membershios
b0 2ur clienty o every oall Wik thst iy evonl, how many oppe taviries do pes have 3
presesd axr chents with & dub memberip! T make dai aanp oty sy yvu Ao 4 calls 2
iy That mocums JO calls & weok, wnd 55 calls 4 mosoh”

T instafi
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Why Are You Here?

What Do You Hope To Learn?

Achieve / Do?

We Have Many of The Same Goals

There's Only One Way To Get There.

As A Team!

The Senior Sales Technician
Success Academy 2007
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What’s in the Client’s Bes_t Interest?

An Attitude of Service!
This class is about “What is in the client’s best interest?”!
The Aftitude of Service is a philosophy of:

WIN — WIN — WIN

157. Client Wins
2™ _ You Win

3"~ 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 up to.

5. You will earn more money.

B. You will have greater opportunities for advancements.

! AW . R. 6 The Senior Sales Technician
‘Wﬁ%m Success Academy 2007
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The Two Greatest Challenges

1. The client does not % oo b the technician.
\

2. Alack of vnagleoneha nal o by the client about

the money and value issues :HvoWed with a repair versus a
new system.

Summary of the two greatest challenges:

1. Lack of —!—r._f-b.l;.

2. valee

of money
People Buy Two Things
1. Solutions to their Pv‘sb]«-& m™ 5
2.G0o0od _Jeeling s
il
4&Y o 112
The Senior Sales Technician
Aweyy mmmm‘ﬂ:m Success Academy 2007
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Organization Chart

Sonara Harager

Adminjsiraiion

Dparations Manager
Firat Mame -
Exrvice/Ragair Inxtall
Tuchnirlaw Tarhniviza
| 1
Trrcive gl Trerall
‘Tackxiciac Tachaician
1 T
SurvhcRapaic Taetalf
Twtbudchan Techadcian
T T
Serviee/Rapair Taxtail
Techuabrian Tethadcian
1 T
BerriteRapuir Parcbare &
Twchnicion Drlivany
Caordinytet

Mweys Ou Tiave A You Bou't Pay A Diwicf™

Sales & Markeiing ]
Manager Manager
First Hame Forsl Moy _
Senior Somfort oSk Markettog & Accogmiing -
Sales o o Coardimater R
Technitian ’
I 1 P ] N
Cawtars LTCR Arcoasniog .
Senior Adriter Ditpaceh Beolioripw |
Sales ]
Technician I
CCR
Diiow areh

Wirsas add exy sdGmonal setf manabary dart S0 oot S oa dba -
ATpER iR chart, Bibews

Copreighe AT

The Senior Sales Technician

Success Academy 2007
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Definition of Service

1. Contribution to the Y= 1£a ~—_ of others.

2. Supplying public C"/Le-m,wnup

3. Providing maintenance, service and replacements.

e ltis notalways about” S lw1a g " the
technical challenge, because often times, 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 isto =2+ [ e i the
technical challenges of our customer.

« You have an obligation to ‘écpug,gaju_e; 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 operation be?

If you can support the overhead created by calls that come after
"traditional” working hours, your company should be operating 24-
hours 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.

= OWWR 14 The Senior Sales Technician

anmmhaw Success Academy 2007
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Dispatching the Appointment

1. Service calis are dispatched By
at a time.

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

a. Keynote: Don't be concemed about the daily |
schedule. Be concemed about being productive and
efficient one call at a time.

3. If your service call is going to take longer than the allotted
time, then it is your responsibility to ne 470,
dispatch as soon as you know, and before your time for
service is up.

The Ways to Dispatch a Service Call

1. _V=erhHa dispatching is when the
dispatcher provides the Technician with the next call via
radio or phone. :

2. F=ah dispatching is when the
dispatcher provides the Technician with the next cali via
pager.

3. _Electroni dispatching is when the

dispatcher uses a two-way electronic device to provide
dispatching. An example would be Vetro™ by Nextel/Sprint.
Many use this tool to assist in debriefing as well.

& UEE - L 16 The Senior Sales Technician
n.-,;u- 2 Success Acaderny 2007
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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. Na  You will need the name of the
client. Get their first and iast name.

2. ot rass : you will need to have
crossroads, and special instructions when applicable.

3. The Type of Call and Time Window

a. cdon’ service call.

b. £ Acdiins tune-up.

c. panberef  serice call

d Y¢s /J o Information: Is it a warranty repair?

e VES !/' 2D Information: Is it a call back?

4. Brief Customer 1, ‘.Jfof7

a. Are they new or previous customers?
b. Are they a Club Member?
c. Brief description of current probiem.

d. What is the age of the system.

17 The Senior Sales Technician
Success Academy 2007
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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:

s Assemble all technician’s service packets according to the service
packs’ checkiist,

s 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 Brochures
“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 piastic file folder, or plastic
oversized envelope. The technician should have five packets with
him or her each day.

I 4 R 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.

3. *&zf;gi ¢+ ___ the homeowner to do business with you.

4.  You are an expert authority.

5.  You will exceed the clients’ expectations.

Step Two: O b S P {"l't‘:q_g

1.  Observe the condition of the homes.
_-—'—'"‘—-—-_
2. Isthe neighborhood clean & neat?
3. Do neighbors have pride of ownership?
e
4.  The unique characteristics of the home.

5. Make a mental note of _—f ~prev e pads and
Ve Rt el ' preference.

]

Alwryy O Nt You Bt Pay & Success Academy 2007
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Step Three: Positive Vehicle Placement
1. Where should you park?

Park vehicle on the <4 ~ee.i in £ r ot oftheclients
home. '

Why: The client can clearly view your company’s logo, and your
clean, professional-looking truck helps create the image of
professionalism. The vehicle serves as a billboard advertisement for
surrounding homes on each side of the street. Keep back doors
closed to serve 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 <3 ¢ ¢ e+ 1ot where it is
parked. !

Step Four: A'Q,&» o= N

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

2.  People will observe you when you
pull up.

3.  They are forming an opinion.
TT—

4. ltis possible o start off in a negative hole and
never climb out. T

5. Always assume you are being watched.

g,

21 The Senlor Sales Toechnician
Success Academy 2007
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Step Six: Vot G cadi > Arsvii ] cnd  Gred o

1. We mustestablish+ro+  and P_QPFIA_ with clients.
2.  You never get a second chance to make a good first
impression.

3.  First impressions are usually formed in _ 1 {p
seconds of visualization and 2 minutes in conversation.

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

5. Most people wont 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 ¥ ra mi__

2. Step back.
3. Tundfan angel can_bltg
4. Do not look directly at the door.

5. Follow the steps listed under Reconnaissance First
Impression Image Builder.

6. Wear72 » A 2%5-4 B in a visible focation.

24 The Senjor Sales Technician
Success Academy 2007
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B. Develop a First Name Basis
1. People iike hearing their own name.

2. By establishing a first name basis with the homeowner
you have started the process of establishing yourself as a
friend.

*

3. Ask for ?-«'.’_r mnq .5'5:; oy to use their firsi 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
< i e for their home like putting on floor savers.

2. This procedure helps convey that you are a dedicated

.and dependable employee.
3. Youcanbe +r‘u&-‘{"?-4

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

D. Provide a Sincere Compliment
1. Aperson’s homne is usually their largest investment.
2. The pnde of ownership is very powerful.

3. Most people are flattered by 1N Erma compliments.

4. Compliments increase likeability status.

F "F-l;"-t 7»-1-‘ }1-}

7

0 t‘)ccﬂ-fﬁ,o;

R F‘!—'.C-r‘eiﬂ._!-’u:'\

M _Maderia | possistio, ¢ O 5. b
' —
Mo
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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‘;;_a\re»-‘é":».:‘:‘?te’éh>nician. So,
use that to your advantage.

r replage
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Memorable Visit Report

Client Services Representative/Sales lead coordinator:

Mr/Mrs./Ms. , this is , with <company name>,
Our Senior Technician recentty visited your home, and | was calling to ket you know we:
appreciate you calling us, and to say thank you for letting us be of service. (Pause to see ifthey
reply, be convarsational)

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

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

= Was our response time good?

+ Was (Mame of Senior Technician r) courteous?

« Did {Name of Senior Technician) wear shoe covers and clean up
everything after finishing the job?

+ Did {Name of Senior Technician ) address all of your concems and answer all of your
questions?

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

Purchaged System

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

Did Not Purchase System

By the way, ___ . { noticed you haven't chosen our awand winning team yet [a instalf
your new home cornfort system. Are you stilf planning on replacing your oid system?
(Be conversalional — they may share with you  what you need to know fo eam their business.)

Thark you for your time, have a great day!

The Senior Saies Technician
Success Academy 2007
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Example Goal Board
Lead Generation

Janusry  AM-T-D W.T-D Monday Tuesday

'Wﬁdmw By Thsll-’*‘da*; ~ Fri

Dmﬂd katual

Deavid + -

Mike Goat

Mike Actual

Tetry Actyali |

. Temy -}

Team Goat| |

[Toom ol [
Al |

Goal©  Use Blagk Pen,
Actval < Use Blus Pen ’
- e Use Red or Grearn Pe-.n

T gt up Ehe mard use adry-erase board, or you san buy Mawnite

Jor fle board from a hadware Store o office ss}ﬁp&y slote, #ic, Rig.

typically 14 ingh thick and 4f. By BiL., while bourd. You canhang it
andg then lrame around it using white mndc)w frovg,. Then to make.

lhe ntack Imﬂs, yse autoa pln stiping tape. -
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o Wheel of Life

Create an understanding of why life balance is important.
Purpose

(

e

The Senior Sales Technician
' Success Academy 2007
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Step in Presentation #

Reference in book page #
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Dynamic Training

SUCCESS ACADEMY

THE ON-TIME TECHNICIAN

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

Too many companies try to grow 100% of their replacement business .
through marketing strictly for the lead. Time: 8:00—5:00, 3:00 day 3

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

Do you realize that this is a costly mistake? You have the greatest lead en- 800-771-0107—fph0ne
gine on the planet right now! 314-657-4516—fax

The_ basic opportunities th_at your peoplt_a are missing are hurting your ovgrall Write to any of the following:
business! Are they not bringing in the right average ticket, or are they failing  cmarable or Jhughes @

to produce club membership agreements? Worst of all, are they not setting yoursuccessacademy.com
the all important replacement lead? The On-Time Technician development
course is designed to address 3 success killers in your business: Sign Up Now

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

-y
ask for the order. This means limited repeat business. m
2. Virtually no comfort cl... snemberships. The long term success of any ON OUR
company is decided by the clients you keep. If you are not locking in a HEATING & AIR CONDITIONING

minimum of 25% of the clients you visit, then you are giving away your Always On Time...Or You Don’t Pay A Dime!®
future replacements.

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

Location Details—St Louis

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

StraightForward Pricing Drury Plaza Hotel

@ Your people will learn how to price your services and
== get the homeowners to say, “yes!” No more confus-  4th Market Street
sion, and no more irritated clients. St Louis, MO 63102
COMFORT CLUE ..cemberships Success Academy students receive

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

To register go to:

How to know when it's time ..
Coudine  Get the Replacement Lead, not just the Repair FranConnect or visit

wWww.yoursuccessacademy.com

::; L. ... | Learning how to set a qualified lead for replacement is THIS CLASS IS FRANCHISE
1 st NS Oc of the most important skill sets your technician APPROVED AND TUITION EREE!
P [Hepair 0 L | can own. This can be the difference in success or
failure for your company. They will be a kung fu mas-
T ek T ter of lead setting.

Questions or comments? E-mail us at jhughes@yoursuccessacademy.com or call 1-800-77 0
OHAC-OTT-001




7777 Bonhomme Ave For office use only
Suite 1800 Rec’d:
Clayton, MO. 63105 =Ti ici Goldmine:
800-771-0107 The On Tlme TeChnICIan Confirmed:
Fax: 314-657-4516 MKTG Code:

SA Rep:

Registration Information (Please fill out completely.)  Attendees (Please indicate 1°' time or returning)

Company: 1. 1% time or returning
Contact: 2. 1% time or returning
Address: 3. 1% time or returning
City, ST, Zip: 4. 1% time or returning
Phone: 5. 1% time or returning
Fax: 6. 1% time or returning
E-mail: 7. 1% time or returning
[ Jan. 21-23 ] Feb. 13-15 ] Mar. 2527 ':/'4""3’12' (] June2-4 [] 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) AT500  PSI ES| RS
Amount $
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

BARNABY-000013




