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explain that these conditions 
are unsanitary and that the 
technicians cannot be expected 
to do work in that environment 
until it is cleaned up. 

“We continuously train our 
people to never say no,” said 
Smith. “I believe that when you 
tell a customer no, it immediately 
puts them on the defensive. Once 
they have their wall up, it is 
difficult to accomplish anything. 
Instead we say, ‘What we can 
do for you is …’ This ensures 
that we are always perceived as 
positive and helpful.”

Outside of sanitary condi-
tions, some contractors will 
say no to certain customers 
based on the activity that takes 
place at the establishment. For 
example, Rosenberg Indoor 
Comfort, San Antonio, doesn’t 
provide service to places such 
as gentleman’s clubs, and its 
policies don’t allow customers 
to be abusive. 

“We tell the client that it is 
against our policy to service 
those types of establishments,” 
said Michael Rosenberg, 

president of Rosenberg Indoor 
Comfort. “And if a client is 
abusive, we simply tell them that 
we can no longer service their 
account and then give them a 
referral to another contractor.”

Another issue that Rosenberg’s 
company navigates are customer 
requests to purchase from but not 
have the company install HVAC 
equipment. This is also against 
company policy because it could 
void the manufacturer’s warranty, 
it causes the company to take on 
a fair amount of liability, and 
the customer potentially faces 
serious safety issues from faulty 
self-installation. 

According to Derek Cole, gen-
eral manager of Simmons One 
Hour Heating & Air, Laurin-
burg, North Carolina, no matter 
what the reason, it can be accept-
able to say no to a customer. 

“It’s generally accepted when 
you can follow it with a solution 
and not just leave a no sitting 
there,” he said. “Following up 
every no with the why behind 
it and offering a path to yes will 
diffuse most situations.”   

SOURCE: Information contained in these graphs is 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: Year-to-date U.S. shipments of residential gas storage water heaters increased 3.5 per-
cent, residential electric storage water heaters increased 2.3 percent, commercial gas storage water heaters 
increased 1.4 percent, commercial electric storage water heaters decreased 10.3 percent, gas warm-air furnaces 
increased 10.4 percent, oil warm-air furnaces increased 2.5 percent, central air conditioners increased 4.4 per-
cent, and heat pumps increased 12.3 percent.
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U.S. shipments of central air conditioners and air-
source heat pumps totaled 450,399 units in November 
2018, up 4.3 percent from 431,668 units shipped in 
November 2017. Air conditioners increased 1.8 percent, 
to 274,586 units, up from 269,842 units shipped in 
November 2017. Air-source heat pumps increased 
8.6 percent, to 175,813 units, up from 161,826 units 
shipped in November 2017. 

U.S. shipments of residential gas storage water 
heaters increased 1 percent November 2018, to 
341,158 units, up from 337,947 units shipped in 
November 2017. Residential electric storage water 
heater shipments decreased 3 percent, to 319,806 
units, down from 329,800 units shipped in November 
2017. 

U.S. shipments of gas warm-air furnaces increased 
9.6 percent in November 2018, to 311,635 units, up 
from 284,397 units shipped in November 2017. Oil 
warm-air furnaces increased 0.2 percent, to 4,296 
units, up from 4,289 units shipped in November 2017.

U.S. shipments of commercial gas storage water 
heater shipments decreased 2.2 percent in 
November 2018, to 6,620 units, down from 6,766 
units shipped in November 2017. Commercial 
electric storage water heater shipments decreased 
31 percent, to 10,125 units, down from 14,684 units 
shipped in November 2017. 
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SAFETY MATTERS: Safety and liability are an issue when customers ask 
to purchase equipment and want to install it themselves. It can present a 
contractor with the need to say no to this request. 
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