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Use for: Follow up to customers without a maintenance plan that received your email (see Smart Maintenance announcement campaign email template)
Goal:
1. Confirm awareness of the email
2. Educate briefly
3. Pre-sell the Smart Maintenance Plan
4. Schedule the maintenance visit + SmartAC install

1. Opening & Permission-Based Start (10–15 seconds)
Hi {{Customer Name}}, this is {{Rep Name}} calling from {{Company Name}}.
We recently sent you a quick email about our new Smart Maintenance Plans, and I’m just calling to follow up and answer any questions.
Do you have a quick minute?
(If no → schedule callback)

2. Light Context (Tie back to the email)
The reason for my call is we’ve launched a new way to take care of HVAC systems that goes beyond traditional maintenance — with added perks and smarter care — and we wanted to make sure our existing customers had first access.

3. Discovery Question (Keeps it conversational)
Pick one:
· When was the last time your system had a maintenance visit?
· Are you currently on any kind of maintenance or service plan with us?
· How old is your system now?
(This lets reps tailor urgency and plan tier.)

4. Simple Value Explanation (No tech, no “monitoring”)
Our Smart Maintenance Plans are designed to help reduce surprise breakdowns and make caring for your system easier.
Along with regular maintenance, members get priority scheduling, monthly comfort credits, annual filter vouchers, easy scheduling through our app, and a simple monthly health report that explains how their system is doing.
Pause.
Most customers like it because it gives peace of mind and helps avoid expensive surprises.

5. Transition to Pre-Sell
The next step is actually pretty simple — we schedule a maintenance visit, and during that visit we take care of everything needed to activate the Smart Maintenance Plan.
OR (more direct):
What we usually do is get the maintenance visit scheduled, and we can take care of enrolling you in the Smart Maintenance Plan today so you can start using the benefits right away.

6. Handle the “What’s the catch?” Moment (Proactive)
There’s no long appointment and no pressure.
You’ll also qualify for limited-time sign-up bonuses, including extra comfort credits, just for joining during our launch.

7. Close #1 – Schedule First (Soft Close)
I have availability as soon as {{Day/Date}}.
Would morning or afternoon work better for you?
(Once date/time is selected, move to enrollment.)

8. Close #2 – Pre-Sell the Plan (Call Center Trained)
To make things easy, I can go ahead and enroll you in the {{Plan Name}} today so your benefits are active before the visit.
Would you like me to take care of that now?
If yes → proceed with enrollment
If hesitant → use reassurance:
Totally understandable. Most customers choose this because the monthly credits and member perks usually pay for the plan themselves over time.

9. Common Objections (Quick Responses)
“I need to think about it.”
Of course. Why don’t we at least get the maintenance visit on the calendar so you have a spot? You can always decide on the plan before the appointment.
“I don’t want anything complicated.”
That’s exactly why customers like this — it actually simplifies things. We handle the setup, and you just get the benefits.
“Is this required?”
Not at all. It’s completely optional — just a smarter option for customers who want fewer surprises and better service.

10. Confirm & Wrap Up
Perfect — you’re all set for {{Date/Time}}.
You’ll receive a confirmation by text/email shortly, and we’ll take care of the rest.
Thanks again for being a customer of {{Company Name}} — we’re excited to take even better care of your system.

Optional Internal Notes for You (Not for Reps)
· Best timing: 3–7 days after email send
· Best audience:
· Past service customers
· Past installs, no maintenance plan
· KPI to watch:
· Appointment scheduled (primary)
· Plan pre-sold (secondary)

1. “Power Version” Call Script (New Rep Friendly)
Goal:
Confirm email → explain value in 20 seconds → schedule → pre-sell
Open (Permission-Based)
Hi {{Customer Name}}, this is {{Rep Name}} from {{Company Name}}.
We recently sent you a short email about our new Smart Maintenance Plans, and I’m just calling to follow up.
Do you have about a minute?

Why We’re Calling (Plain English)
We’ve created a smarter way to take care of HVAC systems — with priority service, added perks, and fewer surprises — and we wanted our existing customers to hear about it first.

What It Is (15–20 seconds)
Along with regular maintenance, the plan includes priority scheduling, monthly comfort credits, annual filter vouchers, easy scheduling through our app, and a simple monthly system health report.
Most customers like it because it helps avoid unexpected breakdowns and makes everything easier.

Close #1: Schedule First
The next step is just scheduling your maintenance visit.
I have availability on {{Day}} — morning or afternoon?

Close #2: Pre-Sell the Plan
I can also take care of enrolling you in the Smart Maintenance Plan today so your benefits start right away.
Would you like me to do that for you?

2. ServiceTitan Call Disposition Notes
Use these to keep reporting clean and coaching easy.
Recommended Dispositions:
· Contacted – Scheduled Maintenance
· Contacted – Enrolled in Smart Maintenance Plan
· Contacted – Scheduled + Plan Enrolled
· Contacted – Interested, Follow-Up Needed
· Contacted – Not Interested
· No Answer – Left Voicemail
· No Answer – Call Back Requested
Internal Notes Template:
· Customer awareness of email: Yes / No
· Maintenance scheduled: Yes / No
· Plan discussed: Yes / No
· Plan enrolled: Yes / No
· Objection (if any): Cost / Timing / Needs Approval / Other
· Follow-up date (if needed):

3. Voicemail Drop (Matches Campaign Tone)
Option A – Short & Friendly
Hi {{Customer Name}}, this is {{Rep Name}} from {{Company Name}}.
We recently sent you an email about our new Smart Maintenance Plans, and I wanted to personally follow up.
When you have a moment, give us a call at {{Phone Number}} — we’d love to help you schedule your maintenance visit and answer any questions.
We look forward to speaking with you.
Option B – Benefit-Led
Hi {{Customer Name}}, this is {{Company Name}} calling.
We’re reaching out about our new Smart Maintenance Plans that include priority service, monthly credits, and added convenience.
Please call us back at {{Phone Number}} when it’s convenient. Thanks!

4. Good / Better / Best Plan Pitch Flow
(Easy for reps, easy for customers)
Set the Frame
We offer a few Smart Maintenance Plan options depending on how much coverage and flexibility you’d like. Most customers choose the middle option for the best value.

GOOD – Essential Smart Care
Best for: Budget-conscious homeowners
· Annual maintenance visit(s)
· Smart system insights & monthly health report
· Member-only scheduling access
Great if you want smarter care without extra add-ons.

BETTER – Most Popular ⭐
Best for: Most homeowners
· Everything in Essential
· Priority scheduling
· Monthly comfort credits
· Annual filter vouchers
· App-based scheduling
This is our most popular option — the monthly credits alone usually offset the cost.

BEST – Total Peace of Mind
Best for: Older systems / “I don’t want surprises” customers
· Everything in Better
· Highest monthly credits
· Maximum priority
· Best long-term value
Ideal if you want the most protection and flexibility.

Close the Choice
Based on what you’ve shared, I’d recommend the {{Better / Best}} plan.
Would you like me to enroll you in that today and get your maintenance visit scheduled?

Why This Works
· Simple language
· No technical overwhelm
· Reps lead with scheduling, not selling
· Plan feels like an upgrade, not a pitch

image1.png




