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Rep:
Hi [Customer Name], I’m sorry to hear that you’re considering canceling your Smart Maintenance Plan. May I ask what’s prompting you to cancel today?
(→ Let them explain. Listen fully — empathize, acknowledge, and avoid interrupting.)
Rep:
I completely understand — thank you for sharing that with me. Before we process your cancellation, I want to make sure you’re fully aware of what you’d be giving up and what options you have. Many members decide to keep their plan once they see the full value.
Here’s a quick reminder of what your Smart Maintenance Plan 1 includes: 
[CUSTOMIZE AS-NEEDED]
· Unlimited maintenance visits for your A/C, furnace, plumbing, and electrical systems — helping prevent costly breakdowns and supporting active warranties.
· Unlimited drain cleanings, so you’re covered when clogs or backups happen.
· 10% off repairs, up to $100 in savings.
· Comfort Credits that never expire, building each month you remain a member.
· Access to your company’s Smart Maintenance app, allowing you to schedule service instantly, review system insights, and avoid after-hours trip fees.
All of this is included for just $______ per month, and most members say the plan pays for itself after just one visit or repair.

If Customer Still Insists on Canceling
Rep:
I totally respect your decision. I do want to make sure you’re aware that there is a $175 early termination fee since the plan includes a 24-month agreement. That fee helps cover your initial setup, the benefits you’ve already received, and the loyalty rewards structure.
That said — if the issue is cost or timing, we can help. A couple of options:
Option 1:
We can schedule your next maintenance visit immediately so you get the full value you’ve already paid for before making a final decision. Many members choose to stay once they use the service again.
Option 2:
We can downgrade your plan to a lighter membership level — you’d keep core benefits like discounts and app access at a reduced monthly rate.

If They Still Want to Cancel After All Options
Rep:
I completely understand. Just so you’re aware, once the cancellation is finalized, your Comfort Credits and member pricing will be forfeited, and the $175 early termination fee will apply.
Would you like me to proceed with the cancellation now, or would you prefer to use one last included service visit before making the final decision?
(→ This “final value” option often retains the membership.)

Tone Tips for Reps
· Stay empathetic and calm — never defensive.
· Always restate the value and protection the plan provides before discussing the fee.
· Use language like “coverage,” “protection,” “included benefits,” and “loyalty rewards.”
· Avoid words like “subscription” or “charge.”
· End every cancellation attempt with an invitation to retain value:
“Would you like to schedule your included visit before deciding?”

Conversational Retention Script (Easy for Reps to Use)
Rep:
Hey [Customer Name], I’m really sorry to hear you’re thinking about canceling your Smart Maintenance Plan. What’s going on? What made you want to cancel today?
(→ Let them talk. Don’t jump in. Just listen.)
Rep:
Got it — thank you for explaining that. I totally understand. Before I cancel anything, can I quickly go over what you’d be losing? A lot of people don’t realize everything that comes with the plan until we walk through it.
So just as a reminder, your Smart Maintenance Plan includes: 
[CUSTOMIZE AS-NEEDED]
· Unlimited A/C, heating, plumbing, and electrical maintenance visits
· Unlimited drain cleanings
· 10% off repairs (up to $100)
· Comfort Credits that build every month and never expire
· And access to the company’s app — where you can schedule visits, check your system status, and skip after-hours fees
And it’s only $________ a month, which honestly pays for itself fast — usually after just one visit or repair.

If They Still Say They Want to Cancel
Rep:
No problem, I totally respect that. I do want to give you a heads-up though — canceling early has a $175 termination fee, since it’s part of a 24-month plan. That fee covers the setup and benefits you’ve already used.
If the cost or timing is the issue, we do have a couple options:
Option 1:
We can get one of your included maintenance visits scheduled right away so you get the value you’ve already paid for before deciding. A lot of members end up keeping the plan after using that visit.
Option 2:
We can drop you down to a lower-cost plan so you still keep the basics like discounts and app access, but at a smaller monthly cost.

If They Still Want to Cancel After All That
Rep:
Totally understand. Just so you know, canceling now means you’ll lose your Comfort Credits and member pricing, and the $175 fee would apply.
Do you want me to go ahead and cancel it now, or do you want to use your last included service visit first before making the final call?
(→ This gives them one more chance to stay.)

Tips for Reps Who Struggle with Scripts
· Don’t read it — just talk to the customer like a real person.
· Keep the tone relaxed and friendly.
· Focus on helping them, not “saving a membership.”
· Before mentioning the fee, always remind them what they’re losing.
· End every call with a simple choice:
“Want to cancel, or use your included visit first?”


⭐ SHORT CHEAT-SHEET VERSION 
1. Start the Call
“I’m sorry to hear you’re thinking about canceling. What’s making you want to cancel today?”
(→ Listen fully before responding.)

2. Acknowledge + Quick Value Reminder
“I totally understand. Before I cancel it, let me remind you what you’d be losing — a lot of people forget what’s included.”
[CUSTOMIZE AS-NEEDED]
· Unlimited HVAC, plumbing & electrical maintenance
· Unlimited drain cleanings
· 10% off repairs
· Comfort Credits that never expire
· App access: scheduling, system status, no after-hours fees

3. Ask to Keep the Plan
“It’s $_______/month, and most members say it pays for itself after one visit. Want to keep everything in place?”

4. If They Still Want to Cancel
“Totally get it — just so you know, there is a $175 early termination fee because it’s a 24-month plan.”
“If cost is the issue, I can still help — want to hear your options?”

5. Two Easy Save Options
Option 1:
“Use one of your included maintenance visits right now before deciding — most people stick with the plan after that.”
Option 2:
“I can downgrade you to a lower-cost plan so you still keep your discounts and app access.”

6. Final Close
“Do you want me to cancel it now, or would you like to use your included service visit first?”

⭐ BULLET-STYLE REBUTTALS FOR COMMON OBJECTIONS
Use these like quick responses — short, friendly, confident.

1. “It’s too expensive.”
· “Totally understand. One maintenance visit usually costs more than the monthly plan, so using even one visit a year covers the cost.”
· “You also get 10% off repairs, which most members use at least once.”
· “If cost is the issue, I can downgrade your plan. Want to hear the cheaper option?”

2. “I never use it.”
· “You actually have unlimited maintenance and drain cleanings — most people don’t realize they can use it anytime, as often as they want.”
· “Want me to schedule a visit right now so you get value before deciding?”
· “You also earn Comfort Credits every month even if you don’t book visits — those never expire.”

3. “I didn’t know what I was paying for.”
· “No worries — quick recap: unlimited maintenance, unlimited drain cleanings, 10% off repairs, Comfort Credits, and app benefits.”
· “Most people are surprised how much is included. Want to keep the plan now that you know what it covers?”

4. “I’m not having any issues.”
· “That’s actually the best time to have coverage — the plan is meant to prevent big problems before they happen.”
· “Plus you can use your included maintenance anytime to make sure everything stays running smoothly.”

5. “I just want to cancel.”
· “I respect that. Just a heads up, the early termination fee is $175 because it’s a 24-month plan.”
· “Before paying that fee, do you want to use your included service visit? You may get more value out of the plan first.”

6. “I can’t afford it right now.”
· “I understand — budgets are tight for a lot of people.”
· “Let’s switch you to the lower-cost version instead of canceling. You’ll keep your discounts and app access, and it’s easier on your budget.”

7. “I don’t use the app.”
· “That’s okay — the plan still includes all the maintenance, drain cleanings, discounts, and Comfort Credits.”
· “The app is just a bonus for scheduling and avoiding after-hours fees.”


SMART MAINTENANCE PLAN 1 — RETENTION QUICK GUIDE
(Half-Page Printable Version)

1. START THE CALL
“I’m sorry to hear you want to cancel. What’s making you want to cancel today?”
→ Listen fully before responding.

2. ACKNOWLEDGE + QUICK VALUE REMINDER
“I understand. Before I cancel it, here’s what the plan includes:”
[CUSTOMIZE AS-NEEDED]
· Unlimited HVAC / Plumbing / Electrical maintenance
· Unlimited drain cleanings
· 10% off repairs (up to $100)
· Comfort Credits that never expire
· App access: scheduling, system insights, no after-hours fees
· Only $_____/month — often pays for itself after one visit

3. CHECK IF THEY WANT TO KEEP IT
“Knowing everything that’s included, do you want to keep the plan active?”

4. IF THEY STILL WANT TO CANCEL
“No problem. Quick heads-up — there’s a $175 early termination fee because it’s a 24-month plan.”
“If cost or timing is the issue, we have options:”
Option 1: Schedule an included maintenance visit now
Option 2: Downgrade to a lower-cost plan

5. FINAL CLOSE
“Would you like to cancel today, or use your included visit first?”

COMMON OBJECTION QUICK REBUTTALS
Too expensive:
· “One visit usually costs more than the plan. It often pays for itself.”
Never use it:
· “You can use unlimited maintenance anytime. Want me to schedule one now?”
Didn’t know what it included:
· “Most people don’t! That’s why I walk through the benefits.”
No issues right now:
· “That’s when protection is the most valuable — it prevents problems.”
Want to cancel anyway:
· “Totally fine — just remember the $175 fee applies. Want the free visit first?”
Can’t afford right now:
· “Let’s downgrade you to a lower-cost version and keep the core benefits.”
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