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What are Soft Skills?

+ Teamwork (with coworkers)

+ Personal accountability (do what you say you’ll do)

+ Honesty and integrity (tell the truth)

+ Reliability and dependability (mandatory requirement)

+ Communication skills (3 types: verbal, non-verbal & professional)
+ Mutual benefit suggestion (good for customers and your employer)
+ Coworker coverage (don’t throw coworkers under the bus)
+ Personal hygiene (look and smell neat)

+ Problem solving (remain calm so rational thinking prevails)
+ Cleaning up afterwards (never leave a mess)

+ Critical thinking (gather the facts — listen first)

+ Minimize blame implication (contain adverse events)

+ Restraint, not retaliation (anger will punish you)

+ Listening (requires mental energy)

+ First Impression (maximize this always)

+ Penmanship (neatness and handwriting)

+ Spelling (subset of professionalism)

+ Preparation (haste makes waste)

+ Not procrastinating (do it today, not tomorrow )

+ Positive thinking (expect things to go well)

+ Telephone skills (smile and adjust pace of speech)

+ Paperwork completion (do it right the first time)

+ Timing (knowing when to speak and when to listen)

+ Organization (less clutter translates into more efficiency)

+ Smile often (you’ll feel better)
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Student Engagement

If you want them to

it, talk.
If you want them to
it, talk.

Ac
ROstcs STORIES RULE of 10
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Soft Skills and Talking Too Much

Editorializing Behaviors

Maximize these... Minimize these...
1. Humility antonym —— 1. Conceit
2.Empathy antonym —— 2.9¢€lf-Interest
3.Discretion __ . 3.Showiness

antonym

How would you like it if | went
out there and told everyone
about your mistakes?
Tk
S -

T
-

o
| —71

|

.
»5 by
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Creating a
Signature Story

HVACR Soft Skill Training Resources

Residual

Feel:

Methodology: Answer the following questions in two ways: (1) Be
brutally honest and (2) write the first ideas that come into your head

right away. Use the section on the left to brainstorm notes and ideas.

As you refine your story ideas, publish them below.

1) What is a personal experience you will never forget?

2) What is the lesson learned?

3) Can that lesson learned tie into a presentation? How?

4) What business lesson will you share with employees?

Signature Story Summary

Story Title:

Story Theme:

Lesson Learned:

Understand:

Do:

Remember:

Page | 6
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First Impressions
Greefings

+ Smile and make eye contact
«Practice good personal hygiene
+Wear clean, company-issue attire
«Bring shoe covers and wear them
o Say “Thank you”

+Have a pen and flashlight handy

+Keep the truck neat and orderly

The first , can also be the
customer’s final

Customers do not gather to make a
decision; they often gather it to

their

Honesty and Integrity

It’s better to disappoint a customer with the
truth than to satisfy a customer with a lie.

Call 610-853-9836 Page | 7
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How Customers See Things!

—
— —

How see How see
our your

Word Substitution for Technicians

Don’t Say This Say This
No problem.
Can I help you with that?

You blocked my furnace access.

You’re confusing me.

If you want my help, then you’ll

have to...

That’s our policy...
We can’t do that...

Page | 8 Call 610-853-9836
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Instructor Supplemental Handbook Coscia Communications Inc.

Fix the Thermostat, not the Customer

Student Worksheet

Instructions:

1. Read the italicized story on page 20 of the HVAC Customer Service Handbook.

2. Read the story a second time and look for positive or negative behavioral choices made by
the characters in the story.

3. Inthe spaces below, write examples of behavioral choices, write whether each choice is
positive or negative, and explain your answers.

Positive or

Behavioral Choice Negative? Explain your answer

Instructions:
Write your answers to the following questions in the space provided below each guestion.

How did the HVAC representative keep the situation from getting worse?

How did the HVAC representative demonstrate he understood Jim's frustration?

How did the HVAC representative demonstrate he respected the way Jim saw the problem?

Phone: 610-853-9836 Page | 7
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Congruency & Customer Service!

What a Customer
sees from their SERVICE 1

| E
!

Window Matters!

Standard Operating Procedure (SOP)

PRESSURE OPERATEDS ] L.
s 3POT ¥38 =4
15 o e
|
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Integrity is doing the
thing, even
when no one 1s

Be on time. late

Trust is gained and
honesty is
with customer

says that your own time is
more than the time
of those who waited for you.

Honesty

Anyone who doesn’t take It'sbetterto  a

customer with the truth,
than to a
customer with a lie.

seriously in small
matters cannot be
in big matters.

Being means
doing what you said you
would do.
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What Does “Proactive” Mean?

Leveraging - to something to
happen rather than after something happens.
Cause Effect

Sloppy attire, know-it-all :> Diminished chance of
attitude and feel entitled. being hired.

Customer declines Equipment failure,
scheduled equipment emergency service call,
maintenance. :> unexpected expense &

an unhappy customer.

People invite the type of behavior that they
convey towards others.

Life’s Two Success Skills

1.Preparedness
2.Perseverance

These two words convey a proactive attitude
of staying with a problem until it is resolved.

Page | 12 Call 610-853-9836
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Attitude of Today’s Customer

|
/ . '0
/ Gommercial Glients !

are comprised of

Today’s Convenience Oriented Customers

Today’s convenience-oriented customers want the
to buy time, a transaction increasingly seen

as the ultimate purchase.
The ease of availability has resulted in a
shift of customer attitudes from products

and services to valuing time.

Call 610-853-9836 Page | 13
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What Customers Hear

A

F

% No Placebos!
, \}
S

Impact of our Smartphones

Cognitive Capture
When a person focuses mental energy on one issue,
It can cause that person to miss out on other things.

What are Cognitive Skills?

Brain-based skills that perform simple to complex
daily activities.
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Complete Data Capture

-
Put quality in and you'll
get quality out

Put garbage in and
\you’ll get garbage out

. Be complete and thorough

. Consider your office coworkers’ information needs

« Enter correct data to save time and maximize efficiency
. Pay attention to details

Information Is Power

+ The person with the best notes.... wins.

+ Capture key points about each service call.

+ When customers decline a service, note that the customer declined
your recommendation (write the date and time).

+ Afew seconds of data capture now will save hours of time and
hundreds of dollars later.
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PowerPoint Slides

Chapter 1
Practical HVAC Service ideas

1 (

DCOSCIA

Split Second Response

Teamwork & Remaining Calm

PCOCIA

The Split Second Response

breat fosters
ational thought

Ustring skits
enable s to
understand whatis
eally happening

The provious two
Prepare to say what | ( eps neip acicate o
you can do much more favorable

respor

DCOSCIA

Flexibility & Personal Accountability

7t god the o
All employees depend on > ]
each other to go the extra

mile in helping customers.

Question: What degs this irmage szy (o0 you?

5 @CosC!A

Personal Accountability
= Teamwaork requires flexinility amang all the team players
= HWVAC reps own and take responsibility for their words and actions
= Aresponsible HYAC rep should ask for help
= The best team players place their customer's needs ahead of their own
= Being accountable is good teamwaork and it helps in problem resolution

PCOCIA

Fix the Ther tat, Not the Cust

= Bad customer behavior is a symptam, not a problem (ot cause)
« Youcan't fixa customer
« Focus on fixing a problem’s root cause, not the customer's behavior

= When you fix the roat cause, then a custamer's behavior will improve

Question: What does "you can't fix a customer” really mean?

DCOSCIA

Contain, Qu:
& Correct

DCOSCIA

Qualify the Details

« Qualify an order for a vent or grille
Example: Do youneed a supply register (damper) o a return grille (n
damper)?

= Qualify similar sounding consanarts over the phone

An"S" sounds like an*

An*M" sounds like an

= Ta quallfy, remember four W words

Who, What, Where and When — these resuit in complete infarmation

PCOCIA

Attitude, Aptitude and the Dreaded Morning Call

< A positive atitude improves a person's aptitude (ability)
o A negative attitude diminishes a persan's aptitude
< A dreaded morming call can ruin a whale day if your atiitude suffers

- Practice the spit second response to avert a ad attiude

CQuestion: How does the spit second response affect a person'’s atiitude?

DCOSCIA

10 (

These Calls Will Happen

/0 Wy house is\n;li.\\
&mv Kids arefreezing
and | am furious!

A professional must be prepared
for anything!

11

DCOSCIA

The Attitude of Empathy

Diagnastics and troubleshooting are important skills
Most HVAC reps have technical expertise in abundance
Techriical skills alone comprise only half of what s required to sati
customers

The other half is empathy

Ernpathy allows people to listen more and care abaut those who
need help

Question: How can ermpathy improve teamwork among coworkers?

12

PCOCIA

The First Impression

Keep the truck clean.

What a customer sees fromtheir
window may convey lois of details;
both positive or negative.

Investing a few minutes tidying
up the truck's dashboard makes
amore positive first im pression.

DCOSCIA

13 (

Greetings In Person

rhankynuvm « Srmile and make eye contact
wearing shoe )

cosers iy Practce good persanal hygiene
£, home! « Wear clean, cormpany-issue aftire
« Biing shoe covers and wear them
« Say “ThankY o

« Have a pen and flsshight handy

« Keepthe tck neat and orderly

14

DCOSCIA

Teamwork and Editorializing

New hires are often paired with a mentor
A mentor is sameane who teaches or helps a less experienced persan
Teamwaork is impartant among these paired relationships

More experienced employees should cansider a new hire's feelings
It's best to be constructive when communicating and not editorialize

ey maies’

Question
What should Joe have done?

PCOSCIA

Attitude and Your Company’s Image

«—— Owner —»
Mgmt
«— Service —
Dept.

How we see How customers
our company see your company

16 @Cosc!A

When Too Much Talk Makes Things Worse
teditorializing)

He has good intentions,
but he doesn't know when
to stop talking.

Customer hear what they want to hear.

In this case, the customer
heard that his boss sold
her a piece of junk.

(

DCOSCIA

When Too Much Talk Makes Things Worse
teditorializing)

Editarializing ocours when you say more than you should
Learning to NOT editorialize is an HVAC rep's personal responsibility
HVAC reps should be careful about saying too much

Too much information can confuse customers and make things warse
Custormers won't hear what is not spoken - say less and listen more

Question: What are other editoniaiizing exarples?

19 PCOSCIA

The Truth in HVAC Service

- Relationships wark bestwhen customers and HVAC reps are honest
o Problems are more difficult o resolve without the truth

o If being honest requires more wark, then do it

o Haonestis always the best policy when serving custarmers

o It's better to disappoint a customer with the truth than to satisfy a
customer with a lie

Question: How does dishonesty affect customer relationships?

20 @Cosc!A
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PowerPoint Slides

2

The Service Placebo - Don’t Do It

< A placebo is neutral remedy prescribed for psychological effect
< A placebo has no potency
< A placebo doesn'tfix the root cause

= Customer service must be both potent and effective %
- Follow up to differentiate your company’s service :

Question: What are examples of potent service?

1 @Cosc!A

Verbose Customers

(they talk too much)

When handling a verbose
customer use the correct tone and
words.

In most cases, simply saying, |
know you're busy, so Ml letyou
go "is an effective way to close a
verbose customer.

22 @CoscA

Restraint not Retaliation

Each service callis like a drop of
water in a bucket.

It's best to remain calm.
Otherwise, after enough drips

you may get a call that will push
your button and.... Splash!

23 @CoscA

24 @CoscA

Restraint not Retaliation

There is no place for anger in
customer service.

Using restraint, rather than
retaliation will contain situations,
resolve real problems, and
preserve long tem business
relationships.

The Three F Empathy Method

Definition of Empathy: "I know how you feel.”
The Three F Method — Feel, Felt & Found
| know howyou feel
Others have feltthe same way

And they found that investing in a preventive maintenance

contract saved money in the long term.

25 @coscA

Customer Service Phone Calls

Ifyou don't feel like smiling,
then fake it.

Can you hear
my smile?

An insincere smile is better
than a sincere frown.

Customers will hear a smile
over the phone.

27 @coscA

28 @Cosc!A

Opening and Closing Phone Calls

- Proper Greeting
Both verbal and non-verbal professionalism
- Opening Phone Calls

Move to a quiet environment prior to answering a cell phone

Greet and identify yourself
= Closing Phone Calls
Practice mutual closure

Follow up if necessary

Using “I” or “It” Instead of “You”

The word "you" can imply blame and exacerbate a situation

—
/1T wasn't

( designed to
\ operate that

29 @CoscA

Say what you CAN do rather than what
you CAN’T do

Rephrase your responses so that you
appear more cooperative

Example:

Incorrect: Sorry, we can’t get there this moming.
Correct: We can arrive this afternoon.

30 @CoscA

31 @CoscA

Accentuating the Positive

i

Correct

&L

No
problem.

Errors, Absolute Extremes & Imperatives

Avoid using absolute extreme phrases when you
serve customers. Absolute extremes are words
suchas: every, all, always and never.
Example:

Incorrect: He's never at his desk.

Correct: He stepped away from his desk. May |
have him return your call?

32 @CoscA

Imperatives {command)

An IMPERATIVE is a command which makes a
person sound inflexible.
Example:
Incorrect: Listen! You won't find a better thermostat
anywhere.

Correct: If you give this thermostat a chance, you'll agree
it's the best.

33 @CoscA

34

Don’t Rush Customers Off the Phone

- Be patient
« Let customers vent, if they need to
- Listen actively
« Say"l understand " or " see "
- Convey empathy
« Say"l know howyou feel.”
= Qualify the details

Use the four W words: Who, What, Where and When

@CoscA

Words vs. Tone of Voice

{over the phane)

Tone of Voice
Words

80%
20%

Over the phone, 80% of what a customer hears
is your tone. Words comprise only 20%.

35 @CoscA

Conveying Finesse When Saying No

Three key behaviors when the answer is no:

(1)Knowing when to say "No”
(2)Knowing why to say “No”
(3)Knowing how to say “"No.”

Example:

Incorrect: Sorry, we can’t get there this morning.

Correct: We can arrive this afternoon.

36 @CoscA

37

Tablet Usage

-Put quality in and you'll
get quality out

-Put garbage in and you'll
getgarbage out

+Pay attention to details

*Be complete and thorough

«Consideryour office cownrkers' information needs
*Enter correct data to save time and maximize efficiency

DCOsCIA

Voice Mail: Garbage-In, Garbage Out

= Voice mail is an inputioutput device

= The more quality you putin, the more quality you get out or the mare
garbage you putin, the mare garbage you get out (GIGO).

= Customerswon't call you backif they can't understand your voice mail
message

- Speak slowly, be concise and say your phone number twice

38 DCOsCIA

Contact Steve Coscia with any questions about this lesson:
Steve Coscia, President
Coscia Communications inc.
Phone: 610-853-9836
E-mail: steve@coscia.com

39 DCOsCIA
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The Mechanical Trades, Education and Millennials
by Steve Coscia, CSP

The plumbing and heating mechanical trades rely on young trade school graduates to fill the positions vacated by
their older counterparts. As senior technicians retire, younger ones are expected to fill the void.

Unfortunately there's a shortage of young mechanical workers. The market for technicians and installers will grow
34% through the year 2020 according to the U.S Department of Labor.

“The building trades (including HVAC) currently have about 1.2 M job openings that require a technical skill set.”
says Howard Weiss, HVAC Excellence Marketing Director. “Unfortunately, parents and school guidance counselors
don't seem to realize that that the old blue collar model is gone. Today's technical worker can have a bright career
providing he or she learns advanced math skills along with critical thinking and diagnostic disciplines.”

This current shortage of workers is a supply/demand issue. There is a diminished supply of workers amidst the
industry’s continual high demand. This problem, however, goes much deeper than the quantity of workers; there's
a quality issue too. And it is serious.

So where are the good technicians? They are in your midst and in your town.

“Servicemen can make terrific employees,” says Gary Burch from Gene Burch Plumbing and Heating in Novato, CA.
“We hired an ex-Coast Guard Millennial who has all the right behaviors - he is structured, on time and polite. He's
been with us about six months and has already installed a few furnaces.”

When asked how he found his recent employee, Burch answered, “A help wanted ad.” No secret there.
Consistent and aggressive advertising still works in getting the word out and attracting potential employees.

The innovative plumbing and heating company owners who I serve are still able to attract the best technicians.
How? By raising the service bar within their company and becoming their regions best contractor. Given a choice,
technicians prefer to work with the best company in town rather than another commoditized service company.

There is prestige is wearing the uniform of the best company in town. Labels and brands matter. And people
would rather be associated with the upper-tier brand.

Being the employer of choice in your marketplace yields benefits beyond hiring the best and brightest. Setting high
service expectations and enforcing them is what enables the best contractors to dominate their market. PHCC's
education opportunities boost a contractor’s service level with exceptional operations and management seminars.

PHCC members learn best practices that help companies to establish competitive pay & benefits, ongoing training,
a culture of teamwork and the latest industry trends. And there’s no substitute for the camaraderie and sharing
during PHCC chapter meetings.

| have witnessed a growth-by-acquisition trend among contractors. And | suspect this trend is a manifestation of
what happens when one company dominates a market. The key factor, in my opinion, that enables outstanding
companies to acquire their competition, is their employees. They hire the best.

PHCC members also are urged to serve their local high schools, by speaking about the trades, and specifically, ask
guidance counselors to consider that not every high school graduate is a four year university candidate.

Originally published in PHCC California Connection
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Instructor’s Supplemental Handbook

Student Worksheet
(handout)

Learning Outcomes

- - - - X
&\ o Supplemental Handbook Cosela Communications tne. %
Teamwork and Editorializing

Student Worksheet

Coscia Communications Tnc. Iustructor Supplemestal
Teamwork and Editorializing
- o o o Em e wm = .

Learning Outcomes
The student should be able o
»  Supper: co-workers and customers whan they make mistakas.

Reccgnize thal everyons in the company (2 hurt whan ha'ths mekas fun of othars’ mi
» Model positive behavior lowards co-workers and customens.

Instructions:

1. Read e itgiczed siory on pagas 38 and 39 of the HVAC Cugtomer Service Handbook.

2 Aea? the story 2 3econd tme snd lock for positive o negative benavioral choicas mada by
Ihe characiers in the stery.

3 Inthe sews baaw, write examples of th chorces, write whather
pastive of nege ve, &0 Expiain Your 8nswers.

- Pesiwva
Using the Student Worksheet Achoboa’ ChS Hogaie? Explain yoar answer
Bive ewch siotunf & copy oFhe Stdanl P
Worhatioe o 6 met garge.

1
Student I
Reading | B }_.

¥ lirsvﬁcforc’nmwenensm thy
£
Assignment : i
Direct students to camplete the
and

J =
Worksheet et
InSTruCTiOnS 1 Leed & discussion using the

Istructions;
Witz o avswers o 1he fellowing questions in the spaca provided below each question.

Hiw il Joetal 1 support Zach?
discussion questions belew,

Heu ad iFe teee show empatiy towands both Zach and Joo?
. Instructor Discusaion Questions L
*  Hane you saen new hires tsasad in the warkplace?
| = How do2s your company react ul
* Hes anyone in your company tsken 8 sterd aganst co.werkers’ embamassing eaeh

Vit couid be tha fong-erm Impact of Joa's behavior toward Zach?

Prune; o 1w-ub sy

Discussion Questions
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Textbook for reading assignments,
reference, and workbook.

Instructor’s Guide with lesson plan, course objectives, exam legend,
student preparation, crossword legend and instructor’s video.

Greetings In Person

Thast you by "
ot | G e L S T—
e vy, * Pt pot pand wowe

benet * oy o oy o

5o g om o e
» Sy Tt '

e
g Bt et ey

DVD reinforces the soft
skills behaviors with
real time scenarios.

PowerPoint (36 Slides)
correlate to the textbook
in sequential order.

goto:
www.coscia.com
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