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responding, “Full price. I mean, 
they’re not an agreement cus-
tomer, but the tech can offer that 
to them when they finish the job.” 

I asked, “Does everybody 
pretty much agree?” More nods. 
Back to her, “Although your 
techs aren’t in this room, who’s 
more comfortable talking with 
customers, them or you?” A few 
chuckles ensued since she was a 
friend to virtually every customer. 

She smiled. She didn’t need to 
answer any further.

My last question to her, 
“Clearly, you care for your cus-
tomers, don’t you?” 

“More than anything; it’s why 
we’re in business.” 

Well said, and all agreed. The 
point of reckoning was here. 

I asked the crowd what per-
cent of demand service calls are 
non-maintenance-related. I got 
answers ranging from 75-100 
percent, with customer problems 
ranging from the air conditioner 
and the furnace/boiler are dirty 

to a low-pressure air conditioner 
hose replacement.

So, I asked them to shout out 
an average repair ticket, which 
ranged from $200 to just under 
$600. I asked for their agreement 
prices, which ranged from $150 
a year (too cheap) to $500. 

“Well, let’s review.” I took a 
breath. “This caller is a customer. 
You do have faster service, but 
they won’t get it, nor will they 
get the option to choose it until 
they’ve waited their turn. You do 
have a discount for repairs, but 
they won’t be offered that option 
until the wait and the repairs are 
completed. You do believe that 
regular maintenance could’ve 
greatly reduced or prevented 
them from having the problem 
altogether. And you’ve just told 
me prevention was considerably 
less costly than the cure.”

And for once, I shut up. The 

silence was their answer.
“Who in here is in the ser-

vice business?” All hands raised. 
“Who believes the better service 
— when you know it to be the 
right choice — is to sell?” All 
hands remained up. 

There are those who back 
down from the opportunity to 
sell because they feel it’s some-
how at odds with service. There 
are those who turn from the 
sale because they don’t want to 
be “pushy.” There are those who 
believe selling is someone else’s 
job, even when they know the 
problem and the solution just as 
well, or better. They may even 
have the better opportunity, but 
they cast a downward glance 
and change the subject. 

To those, I offer a whiff of the 
selling salts. 

As much as I’d like to tell you 
that our marketing will greatly 
benefit you as it has others, I 
have a confession. It will only 
increase the number of sales 

opportunities you get … not the 
percentage you capitalize upon. 

And, it certainly won’t 
change the mindset that some-
how you’re not worthy of boldly 
offering your services beyond 
the customer’s assessment when 
you know better. 

Einstein, who was not exactly 
known for marketing and sales 
advice, uttered a statement that 
is distinctly appropriate, “We 
can’t solve our problems with 
the same level of thinking that 
created them.” 

If you believe in your service, 
your products, the talent you 
have to solve problems for cus-
tomers, and in your people to 
do the right thing, you have an 
obligation to serve your custom-
ers to the fullest. And, some-
times, selling is the service. On 
those occasions, it’s a disservice 
to do otherwise. 

“If you believe in your service, 
your products, the talent you 
have to solve problems for 
customers, and in your people 
to do the right thing, you have 
an obligation to serve your 
customers to the fullest.”
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SOURCE: Information contained in these graphs are courtesy of the Air-Conditioning, Heating, 
and Refrigeration Institute (AHRI). Industry figures are estimates that are derived from the best 
available figures supplied by a sample of AHRI member companies.

YEAR-TO-DATE: Compared to May 2014, U.S. shipments of residential gas storage water heaters increased 
6.2 percent, commercial gas storage water heaters increased 9.1 percent, commercial electric storage water 
heaters increased 12.9 percent, gas warm air furnaces decreased 3 percent, oil warm air furnaces increased 
12.2 percent, central air conditioners increased 6.3 percent, and heat pumps increased 5 percent.

Oil Furnace 
Shipments Up in May
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IN A SLUMP: 
U.S. shipments of central air conditioners and air-
source heat pumps totaled 737,173 units in May 2015, 
down 10.0 percent from 819,477 units shipped in May 
2014. U.S. shipments of air conditioners decreased 9.9 
percent, to 499,250 units, down from 554,348 units 
shipped in May 2014. U.S. shipments of air-source 
heat pumps decreased 10.3 percent, to 237,923 units, 
down from 265,129 units shipped in May 2014.  

A MIXED BAG:  
U.S. shipments of residential gas storage water 
heaters for May 2015 increased 10.2 percent, to 
394,780 units, up from 358,326 units shipped in 
May 2014. Residential electric storage water heater 
shipments decreased 0.1 percent in May 2015, to 
345,819 units, down from 346,116 units shipped in 
May 2014. 

GAS DOWN, OIL UP: 
U.S. shipments of gas warm-air furnaces for May 
2015 decreased 12.7 percent, to 183,407 units, 
down from 210,208 units shipped in May 2014. Oil 
warm air furnace shipments increased 10.8 percent, 
to 1,469 units in May 2015, up from 1,326 units 
shipped in May 2014. 

GAS DOWN, ELECTRIC UP: 
Commercial gas storage water heater shipments 
decreased 2.7 percent in May 2015, to 7,827 
units, down from 8,045 units shipped in May 2014. 
Commercial electric storage water heater shipments 
increased 4.6 percent in May 2015, to 6,828 units, 
up from 6,530 units shipped in May 2014.
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