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[bookmark: _2mt56quuhkf4]📞 CSR Phone scripts
Use this for: Equipping CSRs with simple, consistent language to position and sell memberships, monitoring, and service during calls. 




[bookmark: _ak3advvszp4l]OVERVIEW: Selling Smart Maintenance

GOAL: Introduce the Smart Maintenance Plan naturally → create interest → close
WHEN TO BRING IT UP
✔ During booking
✔ After price questions
✔ When customer mentions issues
✔ Before ending the call

CORE SCRIPT (DEFAULT)
“Perfect, I’ve got you scheduled for [day/time].
Just so you know — a lot of our customers choose our Smart Maintenance Plan because it helps prevent issues like this and can save money on repairs.”
👉 Pause
“If you’d like, I can have the technician set this up while they’re there — it only takes a few minutes.”

💬 IF CUSTOMER IS PRICE-SENSITIVE
“I completely understand. That’s actually why a lot of customers enroll — it helps avoid bigger, unexpected repair costs and keeps things more predictable.”

🔧 IF CUSTOMER HAS A SPECIFIC ISSUE
“That makes sense — that’s actually one of the main reasons customers choose the plan. It helps catch issues early before they turn into bigger problems.”

🏁 END-OF-CALL CLOSE
“Before I let you go — would you like me to have the technician go over the Smart Plan option with you while they’re there?”

KEY REMINDERS
• Don’t sell — offer
• Tie it to their situation
• Keep it short and natural
• Always ask for the next step





[bookmark: _6vq0bxfnlkx]SCENARIO 1: Incoming Service Call (Non-Member) 
Customer calls for repair or service

CSR: “Thanks for calling [COMPANY NAME]. I can absolutely help you get that taken care of. Let me get you scheduled. 

Before I do, I want to mention–we have a membership program that could save you money on today’s visit and give you priority scheduling going forward. Can I take 30 seconds to explain how it works?”

[If yes:]
“Great! We offer two membership tiers. Our Connect membership includes annual maintenance, priority scheduling, member discounts on repairs, and 24/7 support–starting at [PRICE]/month.

Our Detect membership included everything in Connect, plus smart sensors that monitor your system and alert you to problems before they turn into breakdowns–starting at [PRICE]/month. 

Members get [X%] off today’s service call. Would you like me to add a membership to your account and apply the discount? 

[If they want more info:]

“I can absolutely send you details after we get your system fixed. But just so you know, if you join today, you’ll save [X%] on the visit. I can always help you set it up when our tech is on-site if that’s easier.”





[bookmark: _emo19nc7v40t]SCENARIO 2: Scheduling Maintenance Visit (Existing Customer, Non-Member)
Customer calls to schedule annual maintenance

CSR: “I'd be happy to get you on the schedule for maintenance. Quick question—are you currently a member with us?"

[When they say no:]
"Got it. Well, our memberships actually include annual maintenance, so you'd never have to remember to call and schedule—we'd handle that for you automatically. Plus, you'd get priority scheduling, discounts on any repairs, and 24/7 support.

It starts at [PRICE]/month, and the membership pays for itself when you factor in the maintenance visit and discounts. Want me to add that to your account today?"





[bookmark: _up6oc2rm7jr4]SCENARIO 3: Member Calling to Schedule
Member calls for service

CSR: “Thanks for calling, [FIRST NAME]. I see you're a [Connect/Detect] member—I'll get you on the priority schedule right away.

[If Connect member:] By the way, have you thought about upgrading to our Detect membership? It adds smart sensors that monitor your system 24/7 and catch issues before they become problems. A lot of our members love the peace of mind. I can have our tech talk you through it when they're on-site if you're interested."






[bookmark: _gatloe5d1f8d]SCENARIO 4: Battery replacement outbound call
Use when: A homeowner's sensor is flagged for low battery, and they haven't responded to the text or email. The goal is either to walk them through the replacement or to book a visit.
Opening: "Hi [First name], this is [Your name] with [Company Name]. I'm reaching out because one of the monitoring sensors on your HVAC system is showing a low battery. It's nothing serious — just needs a quick replacement to keep your monitoring active and your home protected."
Offer both options: "You've got two easy options. If you want to handle it yourself, it takes about five minutes, and I can walk you through it right now or send you the instructions. Or, if you'd rather have us take care of it, we can swap it out during a maintenance visit — and we'll do a full system check while we're there."
If they want to DIY: "Great — I'll send you the instructions right after this call. It's really straightforward. Just [brief overview of the process if available]. If you run into any trouble, just give us a call or message us through the app, and we'll help you out."
If they want to schedule a visit: "Perfect, let's get you on the calendar. I have availability on [date] between [time] and [time]. Our tech will replace the battery and do a full checkup on your system while they're there — make sure everything's running right."
If they ask why it matters: "The sensors are what keep your monitoring active — they're tracking your system's performance around the clock and sending alerts if anything looks off. Without a working battery, that protection goes offline, and we wouldn't be able to catch issues early for you. The good news is it's a really quick fix."
Close: "You're all set. [I'll send those instructions over now / You're booked for (date/time), and you'll get a confirmation text shortly.] If you need anything in the meantime, just reach out through the app or give us a call."





[bookmark: _dlochvl4bjwp]SCENARIO 5: Proactive system alert outbound call
Use when: Calling a homeowner whose system has been flagged on the Fill The Board dashboard. The goal is to book an appointment.
Opening: "Hi [First name], this is [Your name] with [Company Name]. I'm calling because our monitoring system picked up a performance alert on your HVAC system. Nothing to panic about — that's exactly why we have the monitoring in place. It's designed to catch things early so we can address them before they become a bigger issue."
If they ask what's wrong: "Based on what the sensors are showing, [describe the alert if you have specifics — elevated temperature readings, airflow concerns, humidity changes, etc.]. The best next step is to get one of our technicians out to take a closer look and make sure everything's running the way it should."
If they ask if it's urgent: "It's not an emergency right now, but these kinds of alerts tend to get worse over time if they're not addressed. The whole point of the monitoring is to catch things at this stage — when it's a quick fix rather than a breakdown. I'd recommend we get someone out this week if we can."
Booking the appointment: "I have availability on [date] between [time] and [time] — does that work for you? Our tech will have your system data ahead of time, so they'll already have a head start on diagnosing the issue."
If they hesitate or want to wait: "Totally understand. I'd just keep in mind that the sensor flagged this for a reason, and the earlier we look at it, the less likely it turns into something more expensive. Want me to put you down for [date], and we can always reschedule if needed?"
Close: "Great, you're all set for [date/time]. You'll get a confirmation text shortly. If anything changes before then or you notice anything unusual, just give us a call or reach out through the app."



[bookmark: _5i7un1d1kxem]🧰 Tech In-home scripts
Use this for: Equipping techs with simple, consistent language to position and sell memberships, monitoring, and service during in-home visits.





[bookmark: _safog776ikce]SCENARIO 1: During a Service Call (Non-Member) 
After diagnosing/completing the repair:

Tech: “Alright, I’ve got everything fixed and running smoothly. Your system’s in good shape now, but I do want to mention something that could help you avoid this kind of issue in the future. 

We have a membership program where we come out annually to maintain your system, catch small problems early, and keep everything running efficiently. Members also get priority scheduling and discounts on repairs. 

We also offer a premium tier with smart sensors that monitor your system in real time–so if something starts going wrong, you get an alert on your phone before it turns into a breakdown. Kind of like how your car tells you when maintenance is due. 

A lot of homeowners like the peace of mind, and it usually pays for itself after just one or two visits. Would you want to hear more about it, or should I leave you some info to look over?”




[bookmark: _o4hjz9dzqr62]SCENARIO 2: During Routine Maintenance (Non-Member)
After completing the maintenance:

Tech: “Everything's looking good. I made a few adjustments and [replaced filter/cleaned coils/etc]. You should be all set.

One thing I always mention—if you're scheduling maintenance every year anyway, our membership might make sense for you. It includes this annual visit, plus priority scheduling, discounts on repairs, and 24/7 support.

We also have a tier with smart monitoring, so you'd get alerts if your system starts running inefficiently or if something's about to fail. Saves you from those surprise breakdowns in the middle of [summer/winter].

It's [PRICE]/month, and you can cancel anytime. Want me to walk you through what's included?”






[bookmark: _rzw5fjfrtsr4]SCENARIO 3: Upselling Connect Member to Detect 
Tech arrives for a member’s service call:

Tech: “Good to see you again, [FIRST NAME]. I see you’re a Connect member–that’s great.

Have you thought about upgrading to Detect? I can install sensors on your system today that monitor performance 24/7. If anything starts going wrong–like your compressor struggling or refrigerant running low–you’ll get a notification on your phone before it becomes a problem. 

It’s only [PRICE DIFFERENCE] more per month, and honestly, it’s worth it just for the peace of mind. A lot of our members upgraded after their first breakdown and wished they’d done it sooner. Want me to show you how it works?”





[bookmark: _po40t8p6oewu]SCENARIO 4: Plan upgrade
Tech arrives for a member’s service call:

Technician:
“Hey Mr./Mrs. [Customer Name], I finished up your maintenance today — everything looks great! Your system’s running well, and you’ve already got a lot of the common upgrades most homeowners add.”

“I did want to take a quick minute to let you know that our [Company Name] maintenance plans are evolving a bit. The plan you’re currently on is our [Current Plan Name], and we’ve introduced some updated options that include additional benefits at a very similar cost.”

“So the option closest to what you have today is called the [Plan Name – Base Option].
It’s about [price comparison / same cost framing], especially when you factor in [credit / incentive], and it includes [core feature – sensors / monitoring / protection] to help catch issues early and keep your system running efficiently.”

“Now, if you’re open to looking at the next level, we also offer the [Plan Name – Premium Option].
That one includes [larger incentive], and after that, it’s really only about [small price difference framing] more per month.”

“With the [Premium Plan Name], you also get:
· [Key Benefit #1 – sensor / monitoring] 
· [Key Benefit #2 – filter program / credits] 
· [Key Benefit #3 – app / convenience] 
· [Key Benefit #4 – maintenance coverage / priority service] 
· [Optional: unique differentiator specific to contractor]” 

“So between the [Base Plan Name] and the [Premium Plan Name], which one feels like the better fit for you?”








[bookmark: _l7d4e914fhfb]🤔 Objection handling
Use this for: Giving CSRs and techs clear, confident responses to common homeowner objections about memberships, monitoring, and service.



[bookmark: _32sqyikc2elt]"I'll think about it."

Response: "Totally understand—it's a decision. Can I ask what you're thinking about specifically? Is it the cost, or do you just want to review what's included?"

[If cost:] See "Too expensive" below.

[If need to review:]
"That makes sense. I'll leave you with some info, and you can always call us when you're ready. Just keep in mind—if you decide to join in the next [week/month], you can still get the discount on today's service."

[bookmark: _1uiry3yaxcos]"It's too expensive."
Response: "I get that—[PRICE]/month feels like an extra bill. But here's how most of our members think about it:
If your system breaks down once this year, you're looking at [typical repair cost] for an emergency call and repair. Our membership includes maintenance to prevent that, plus you get [X%] off if something does go wrong.
So you're really paying [PRICE]/month to avoid a [higher cost] surprise bill. Most members tell us it pays for itself after just one issue.
Does that help it make more sense?"
Alternative response: "What if I told you it's less than [$ per day]? That's what it breaks down to—about the cost of [relatable comparison: coffee, streaming service]. For that, you get priority service, annual maintenance, and peace of mind that your system is taken care of."

[bookmark: _nki969dzshxi]"I don't need it right now."
Response: "I hear you—your system's running fine today. But here's the thing: most breakdowns happen without warning, and they always seem to happen at the worst time—middle of summer, middle of winter, right before guests arrive.
The membership is designed to catch those issues before they become emergencies. Think of it as insurance for your comfort. You wouldn't cancel your car insurance just because you haven't been in an accident, right?
We can get you started today, and if it doesn't feel worth it after a few months, you can cancel anytime."

[bookmark: _vzp6qc20icfo]"I'll just call when something breaks."
Response: "You absolutely can do that, and we'll always be here to help. But here's what most homeowners don't realize:
Emergency repairs cost more than preventive maintenance. When your system breaks down on the hottest day of the year, you're paying emergency rates, and parts might take longer to get.
With a membership, we're maintaining your system before problems happen—so you avoid those expensive emergency calls altogether. Plus, if something does go wrong, you're a priority, and you get a discount.
It's kind of like going to the dentist for a cleaning versus waiting until you need a root canal. Which one costs more?"

[bookmark: _4axuq0jg4w0u]"Can I just pay annually instead of monthly?"
Response: "Great question. Right now, we offer monthly billing to keep it affordable and flexible—no big upfront cost, and you can cancel anytime.
That said, I can check with our office to see if there's an annual option. Would you want to get started with monthly billing today while I look into that for you?"
[Note for contractor: Decide if you want to offer annual prepay discounts. If yes, add that option here.]

[bookmark: _dk3jedu1aw92]"What if I move or sell my house?"
Response: "Good question. If you move, you can cancel your membership anytime—there's no contract or cancellation fee.
And actually, a lot of our members tell us that having a membership makes their home more attractive to buyers. It shows the HVAC system has been maintained, and the new owners can even take over the membership if they want.
So it's a benefit either way—whether you stay or sell."

[bookmark: _8l9vpy20c0yc]"I already have a handyman/friend who fixes things."
Response: "That's great that you have someone you trust. But here's the thing—HVAC systems are pretty specialized. If something goes wrong with your compressor or refrigerant, you need licensed techs and specific tools that most handymen don't have.
Our membership gives you access to certified professionals who do this every day, plus we guarantee our work. Your handyman's great for smaller stuff, but for your HVAC, you want specialists.
Plus, the membership includes things like smart monitoring [if Detect] that a handyman can't offer. Does that make sense?"

[bookmark: _sm0ixqu62gci]"I'm renting, so I don't need it."
Response: "That makes sense—you're not responsible for repairs. But you are responsible for comfort, right?
If your landlord's HVAC system breaks down in the middle of summer, you're waiting on them to schedule a repair, find a contractor, and get it fixed. That could take days.
With a membership, you'd have priority service and direct access to us—so even if your landlord has to approve the repair, you're not waiting in the heat. Plus, the filter reminders and maintenance help keep things running smoothly, which your landlord will appreciate.
It's really about making sure you're comfortable in your home, even if you don't own it."

[bookmark: _lrslspq28jn2]"I need to talk to my spouse first."
Response: "Absolutely—that makes total sense. Most couples make these decisions together.
What I'd suggest: I can leave you with some information to review together, or I can give you a quick overview now so you have all the details when you talk tonight. That way, if you have questions, I'm right here to answer them.
Would that be helpful?"







[bookmark: _gmnlfiquitw0]💡Quick tips for success
Use this for: Coaching CSRs and techs on best practices so membership and monitoring conversations feel natural, helpful, and non-pushy. 
[bookmark: _5pdsw61pr4m8]Do:
· Lead with benefits (peace of mind, savings, priority service), not features
· Use relatable comparisons (insurance, dentist, car maintenance)
· Ask questions to understand their hesitation
· Offer to send info or follow up – don’t pressure
· Mention the money-back guarantee if you offer one 

[bookmark: _4dnjn7vh5gpa]Don’t:
· Oversell or sound pushy
· Assume you know why they’re hesitating
· Dismiss their concerns 
· Talk too much about features without connecting to benefits 
· Forget to mention they can cancel anytime 
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