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Included: 
· Call Center Training Module
· SmartAC Membership Alert Response

1. Purpose of This Program
SmartAC sensors actively monitor HVAC system performance in customer homes. When the system detects conditions that may impact comfort, efficiency, or potential failure, alerts are sent to [COMPANY NAME] so we can take proactive action.
Your role:
· Contact the customer
· Explain the alert in simple language
· Schedule the appropriate service or support
We are calling before the customer experiences a breakdown — this is a value benefit of their membership.

2. Call Flow Framework (Use This Every Time)
1. Greeting & Verification
· "Hi, may I speak with [Customer Name]? This is [Your Name] with (Company Name). How are you today?"
2. Reason for the Call (Reassurance Tone)
· "We're reaching out because your (Company Plan Name) Smart Sensor system sent us a notification from your home HVAC system. Everything is still running for now, but it is signaling something we'd like to take care of before it turns into a larger issue."
3. Describe the Alert (Keep Simple)
· Use the scripts corresponding to the alert category (provided in the SmartAC Dashboard).
4. Why It Matters (One Sentence Only)
· "This can lead to reduced comfort or potential system issues if not addressed."
5. Action Step
· "The great news is we can take care of this for you. Let's get a technician scheduled. Would today or tomorrow be better?"
6. Close
· "You'll receive a text confirmation. Thank you for being a (Company Plan Name) member — this is exactly what the monitoring is designed for."

3. Alert Categories & Call Scripts
A. High Urgency Alerts
· Poor Cooling / Poor Heating
· Freeze Coil Warning
· Water Leak Detected
Script Example: "Your system is working harder than normal, which can lead to performance issues. We'd like to send a technician as soon as possible. We can get someone out today — is morning or afternoon better for you?"

B. Medium Urgency Alerts
· Comfort sensor temperature variance
· Sensor offline / hub offline
Script Example: "One of your (Company Plan Name) Smart sensors is showing abnormal temperature in a room, which can cause uneven comfort. Let's schedule a visit to correct it. Would this week or next week work better?"

C. Low Urgency Alerts
· Filter replacement recommended
· Tune-up due
· Nameplate photo needed
Script Example: "Your system is due for its routine tune-up to keep it running efficiently. Let's book your appointment — which day works best for you?"

4. Common Customer Objections & Responses
	Customer Says
	Your Response

	"My system seems fine."
	"Yes — and this is exactly why your (Company Plan Name) Smart Sensor notified us early. Taking care of it now prevents breakdowns later."

	"I don't have time."
	"We can offer short appointment windows and text you when we're on the way to make it easy."

	"Can this wait?"
	"You can, but the alert indicates the system is trending toward a comfort or performance issue. Addressing it now prevents emergency repair later."



5. Voice & Tone Guidelines
· Calm, confident, reassuring
· Do not use technical jargon
· Focus on benefit: "catching problems early"
· Never say "danger," "failure," "broken," or anything alarming

6. Success Metrics (How Your Performance is Measured)
· Call quality (tone, accuracy, customer clarity)
· Conversion to scheduled appointment
· Proper documentation in CRM
"Our goal is not to sell — it's to care proactively."
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