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This Customer Service Training System guide is based on the 4th edition of the Customer Service Handbook. The purpose of this Customer Service Training System guide is 
to supply a service company with methodical and innovative customer service ideas to help employees deliver great service. This Customer Service Handbook is divided into 
three customer service segments: Practical Ideas, Tactical Ideas and Virtual Ideas.

The strategies discussed therein are designed to heighten the service delivery and thereby help differentiate your company from the competition.

Introduction

1. Designate a ‘trainer’ within your company – perhaps a human resource professional, the office manager or the service department manager – someone the employees know 
and like. This person is responsible for reviewing the lesson before the training session and should be prepared to lead a discussion afterward, including brain-storming 
sessions on ways to implement what was learned. They should be prepared to refer to the company’s employee manual to highlight standard operating procedures that 
correlate with the lesson.

2. Gather the equipment needed to show the DVDs and PowerPoint (computer, projector, DVD player, television, screen). Make sure it is in good working order before each 
training session begins. Have a chalkboard, whiteboard or large flip pad on which to write in the room for brainstorming ideas. 

3. Set a training schedule – once a week, twice a month or monthly. It can be part of your regular staff meeting. If you make training mandatory, be sure the management 
team attends too. Top down leadership is most effective! Set up a system to notify the employees about the training (date, time location), including a reminder the day 
before the session. Decide beforehand if you want to take attendance and schedule make-up classes for those who miss. 

4. Select a segment -- each training video is broken into short lessons. Plan to watch one (or two, if there is time) during each training session, with an additional 10 to 20 
minutes for discussion and brainstorming. 

5. Mix it up – Use a chapter in the HVAC Customer Service Handbook and correlating Power Point slides instead of the DVD for a training session once in a while. Have an 
attendee read a selection out-loud for the group, and use the power point slides to prompt further discussion. 

6. Use the E-Learning module for refresher classes a few months after the video/book training is over, or for a service-training introduction for new employees. There are five 
lessons…have the employees do one a week. E-Learning is available 24 hours a day, accessible from anywhere!

7. Offer mp3 files (at the end of the Disc 5) to employees to download onto their personal devices. Give an incentive to employees who download and listen to each file.

8. Make it fun! Plan incentives to encourage employees to participate in the discussion, or ‘celebrate’ the conclusion of one DVD with coffee and donuts or pizza. Add a training 
acknowledgment to “Employee of the Month” programs. Purchase inexpensive buttons/pins/t-shirts touting ‘excellence in customer service’ to give to employees. Tie 
customer service training into your company’s annual party/picnic/outing by acknowledging those who completed the course. Track improved customer service and sales 
and share the information with all employees.

Estimated instruction time: 9 to 12 hours.

How to best  use these materials

Do  This  First! 
 Unpack The Box & Review The Contents

Discs 1 and 2 - Best for Front Line Customer Service Reps.

Discs 3, 4, 5 & 6 - Best for Managers of the Service Department      
and Field Technicians.

Disc 7 - Primarily for Customer Service Reps, but can be helpful 
to anyone who sells the company’s services, including 
Field Technicians.

Convert Phone Calls Into More Sales - This DVD includes 
tutorial instruction along with actual phone calls: both good 
and bad.  The step-by-step process by which call conversion  
is achieved is explained and illustrated clearly.

For Best Results - Your CSRs should watch this DVD once 
monthly to review the Pyramid sequence (Preparation, Listening, 
Empathy and Asking). The Suprasegmental lesson should be 
viewed by CSRs as a reminder about persuasion and influence 
factors over the phone.

Run Time - 25 Minutes

Disc 8 - Power Point slides that correlate with the HVAC Customer 
Service Handbook.

System Disc - This windows based CD is loaded with a 
PowerPoint file which correlates to the Customer Service 
Handbook. Also on the System Disc are bonus audio files 
(mp3 format), a certificate application, employee exam and 
additional instructional design resources.

For Best Results - Refer to pages 4 and 5 for instructions 
on how to correlate the PowerPoint file with the Customer 
Service Handbook.

Contractor Soft Skills - This DVD contains five chapters of 
concise and comprehensive technician soft skills behaviors. 
Topics include: the first impression, balancing empathy and 
editorializing, averting blame, stress and retaliation, listening 
skills and phone voicemail etiquette.

For Best Results - Play this DVD only one chapter at a time, 
during a technician meeting. After each chapter have a discussion 
about the content.

Run Time: 26 Minutes

World Class Service - This DVD focuses on customer service 
soft skills such as listening, conveying a positive attitude, taking 
ownership, personal responsibility and adapting to change.

For Best Results - Play this DVD during training meetings, in 
the employee lunchroom and for new employee orientation.

Run Time - 27 Minutes

Customer Service Stress Relief - This DVD’s subject matter 
is all about how stress diminshes a service professionals 
ability to serve customers. The lively anecdotal scenarios make 
learning about the body’s metabolism fun.

For Best Results - Play this DVD often as a reminder during 
peak service activity and during staff meetings. 

Run Time - 25 minutes

Customer Service Handbook - This book can be shared 
among office and field employees.  This book focuses on 
conveying a positive first impression, personal account-
ability, teamwork & cooperation, problem solving and 
saying less & listening more.  This best-selling book is 
taught in more than 130 colleges.

For Best Results - Use the correlating PowerPoint file to 
teach this books key concepts.  The book and the PowerPoint 
which makes training fast, easy and effective.

Reminder Cards - Enclosed is a stack of 20 “Reminder 
Cards” for your technicians and dispatchers. Employees can 
keep this card in the visor of their truck or at their desk to use 
as a reminder prior to a field service call.

Service Management 101 - This DVD’s management 
principles cover the basics of delegation, goal setting, process 
design and flowchart development.  The content is based on 
the “lead by example” management approach.

For Best Results - Managers are urged to view this DVD to 
sharpen skills and maintain a broad perspective on maximizing 
human assets. 

Run Time -  30 minutes

The First Impression - This DVD includes a variety of brief 
customer service videos to heighten the awareness of your 
employees and sharpen their skills. The topics cover behaviors 
such as empathy, courtesy, listening and much more.

For Best Results - Play this DVD to start a discussion and 
get your employees engaged during meetings and training 
sessions. 

Run Time - 30 minutes

Example  of Handbook &  PowerPoint  Correlation

Pages 38 and 39 convey the importance of teamwork. In addition, 
editorializing is introduced as a problematic behavior. PowerPoint 
slide 15 features the same image from page 39.

The anecdote on pages 15 and 16 draws attention to cooperation 
and personal accountability among employees. The illustration 
on page 17 is also featured on PowerPoint slide 3.

The illustration on page 70 depicts an example of how to 
accentuate the positive. Saying “My pleasure.” is better than 
saying “No problem.” PowerPoint slide 31 includes the 
same cartoon.

Customer Service Leadership - This DVDs is mostly for managers, 
however any employee will benefit from these concepts about 
conflict resolution, discernment, building trust, remaining calm 
and leading by example.

For Best Results - Managers should watch this DVD alone at first.  
After taking notes and assessing which concepts would benefit 
their service operation a training session can be scheduled for 
more coworkers.

Run Time - 35 Minutes
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Chapter Three - Relational HVAC  Service Ideas
(3 Hours of Instruction)

This chapter covers telephone skills, word selection, tablet and cell phone etiquette and voice mail. Phone communication may appear easy to HVAC reps, but there are 
correct and incorrect behaviors to follow.

Numerous phrasing suggestions in this chapter enable HVAC reps to convey a more positive and helpful message when serving customers.

Mobile devices such as tablet and cell phones have become more common among HVAC reps.

Lesson Plan 

• Discuss “Customer Service Phone Calls” on pages 65 - 67 using slide 27. Focus on how the smile enhances the positive attitude when serving customers. Teach students 
that a proper phone greeting (page 66) conveys a positive first impression using slide 28. 

• Discuss the phrasing suggestions in the “Using I Instead of You” section on pages 67 - 68 and make sure students understand how the word “you” can imply blame using 
slide 29. Then display slide 30 and ask students for other examples in which a more positive answer can be conveyed to customers. 

• Discuss the “Accentuating the Positive” section on page 70 and convey to students that there are two things wrong with saying “No problem:” The words “No” and “problem” 
are both negative. Saying “My pleasure,” conveys a positive service attitude. Use slide 31 to reinforce this idea. 

• Discuss pages 72 - 75 using slide 32 and slide 33 to teach students how easily misunderstandings can occur when the incorrect words are used. 

• Discuss pages 76 - 80 using slide 34 and slide 35 to show the importance of vocal tone over the phone. 80% of what a customer hears is the tone and smiling helps this effort. 

• Using pages 80 - 82 and slide 36 teach students how to convey finesse when saying no. Mostly what is required when saying no is forethought (a few seconds of preparation 
similar to the split-second response on page 18 and slide 4). 

• Display slide 37 and engage students in a discussion about garbage-in, garbage-out (GIGO) regarding mobile devices. For example, ask students: What might happen if a 
replacement part’s price is mistakenly entered into a tablet? Or how might incomplete or wrong information affect office coworkers? 

• Discuss the Mobile Devices section on pages 82 84 and direct student’s attention to the cell phone etiquette bullets on page 84. Ask a student to read these aloud. 

• Ask students to discuss the story on pages 84 and 85 using slide 38. Here is another GIGO application. The story clearly explains how technology impacts customer relationships.

Chapter  One - Practical HVAC Ideas
(3 Hours of Instruction)

This chapter includes four stories that feature varying aspects of personal accountability, attitude problem solving, handling difficult customers and teamwork. The Contain, 
Qualify and Correct flowchart illustrates that the problems must first be contained so they don’t get worse, then understood or qualified so that the problem can be corrected. 
Teamwork and attitude are resounding themes throughout this chapter.

Lesson Plan 

• Discuss the customer service realities in slide 2. Focus on the problem with commoditization and the opportunity of differentiation. 

• Discuss anecdote on pages 15 - 16 using slides 3 - 4. Focus on the dispatcher’s use of a calm Split Second Response as she enlists John, the technician, to help a customer. 

• Discuss personal accountability on page 19 using slides 5 - 6 and ask employees how the “sinking boat” image correlates to teamwork and flexibility. Ask about the attitude 
of the two guys going down with the boat. 

• Discuss anecdote on page 20 using slide 7. Customer behavior is a symptom, not a problem. Remain calm and focus on root causes and not on customer behavior. 

• Show slide 8 to illustrate the Contain, Qualify and Correct flowchart and ask a employee to come to the front and go through the flowchart sequence starting at the top. 

• Discuss “Qualify The Details” on pages 24 - 27 using slide 9. Focus on the subtleties of listening, verbal communication and the four W words (Who, What, Where and 
When) on page 27. 

• Discuss the “Dreaded Morning Call” anecdote on pages 27 - 30 using slides 10 -11. Teach employees about the importance of a positive attitude, especially at the start of a 
day. Remind employees that attitude is a choice. 

• Make sure employees understand empathy’s meaning using page 34 and slide 12. 

• Show slide 13 and discuss pages 34 - 36 about first impressions. Ask employees for first impression ideas (clean truck, neat clothing, being on time, a smile, courtesy and cleanliness). 

• Discuss “Greeting Customers” on pages 36 and 37 and show slide 14 to reinforce why it’s important to smile, look neat, wear shoe covers, ask questions and say “thank you” afterwards. 

• Discuss standard operating procedures (SOP) on page 37 as it relates to an HVAC rep’s behavior. 

• Discuss the Teamwork and Editorializing story on pages 38 and 40 using slide 15. Ask employees for their ideas on teamwork and how employee morale would suffer when 
coworkers embarrass each other. 

• Show slide 16 (not in the textbook) to illustrate how a customer perceives service personnel. Explain that customers see the inverted triangle (on the right) and the HVAC 
rep is the focal point.

This chapter covers tactical ideas that help HVAC service professionals to avert problems by not getting there in the first place. The first story depicts an HVAC rep who talks 
too much (editorializing) and thereby gets himself into trouble.

The service placebo is a metaphor that reinforces why potency matters when serving customers. In this case, honesty and integrity must be potent behaviors because they 
impact a service company’s reputation.

Lesson Plan 

• Discuss the “When Too Much Talk Makes Things Worse” story on pages 41 and 42 using slide 18. This situation is based on the reality that customers hear what they want. 
When the HVAC rep used the words “piece of junk” the customer associated those words with what she was told years prior. 

Chapter Two  -  Tactical  HVAC Ideas
(3 Hours of Instruction)

Lesson Plan   & Instructor's Guide

This Lesson Plan relates to the PowerPoint file on the System Disc and the HVAC Customer Service Handbook

This Lesson Plan and instructor’s guide is based on subject matter in the Customer Service Handbook.

The purpose of this instructor’s guide is to supply the instructor with methodical and innovative customer 
service strategies to help students deliver great service. This lesson is divided into three customer service 
segments: Practical Ideas, Tactical Ideas and Virtual Ideas. Each segment is outlined as follows:

• Practical Ideas: The importance of remaining calm when solving any service situation. A step-by-step 
flowchart is introduced to share these practical ideas.

• Tactical Ideas: Selecting the correct words when serving customers as a vital strategy. Various scripted 
responses are provided to heighten awareness to these tactical ideas.

• Relational Ideas: The implications of voice and e-mail as virtual service tools which convey a message 
about a service.

• Ask students what the HVAC rep (Tom) should said, perhaps something like: “You made a nice choice in this faucet.” or “This is a popular faucet with our customers.” Be 
prepared to engage with students so they understand the value in saying less. 

• The section on “When Less Information is More” on pages 44 - 46 and slide 19 is another editorializing story which teaches that customer hear what they want to hear. Ask 
students how they would have handled this. 

• Discuss “The truth in HVAC Customer Service” on pages 47 - 49, using slide 20. Good business ethics starts here. Ask students for examples which correlate to the phrase: 
It’s better to disappoint a customer with the truth than to satisfy a customer with a lie. 

• Discuss the “Service Placebo” story on pages 49 - 53 using slide 21. Make sure the students understand what a placebo is and how it relates to service. Good service is 
potent and poor service is not. A service placebo is an imitation of good service in the same way that the HVAC rep (Liz) told the customer an unverifiable answer. Liz would 
have been better off researching more thoroughly and then conveying verified facts. 

• Discuss the “Verbose Customers” section on pages 54 and 55 using slide 22. Make sure that students understand that “verbose” means talkative. Teach students that 
some customers prolong a symptom or a conversation and patience is required for HVAC reps. 

• Show PowerPoint slide 

• The section on “Using Restraint not Retaliation” on pages 58 - 60 urges HVAC reps to remain calm when work becomes challenging due to upset customers or workload 
issues. Slide 23’s drip-drip-drip illustration shows the cumulative impact of numerous service daily events. The illustration in slide 24 is all about revenge. Ask students 
how this story would have turned out if Eric would have NOT retaliated against the customer (Randy). 

• Discuss the “Three F Method” on page 64 using slide 25. Using the FEEL, FELT and FOUND phrasing gives an HVAC rep a tactical advantage in word selection.
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Across:

  5. The Split Second Response yields a greater _________ of control.
  7. Each person is __________ for his or her own behavior.
  8. Listening is __________ percent of the communication process.
10. Our customers get inference and take _________ from how things are said.
12. Customers feel better when we __________ them time to work off some steam.
13. People want to work with someone they __________ not someone who will 

make promises they can’t keep.
15. A person without facts is just a person with an __________.
16. The purpose of a consonant is to __________ the vowels.
19. Employers should consider a new hire’s __________ when mistakes arise.
20. Your __________ can be easily misunderstood.
23. Placebo service __________ do not work.
25. It’s not what you say, it’s __________ you say it.
26. The __________ of your voice says more than the content.
28. Empathy is the capacity to __________ the emotions of others
31. Avoid using __________  __________ because they are probably not true.
34. Being complacent by not wearing shoe covers can get to be a bad __________.
35. Be an __________ listener.

Down:

  1. An HVAC rep’s __________ to compliment a customer can result in editorializing.
  2. The biggest __________ to communication is the assumption that it happened.
  3. Never make the __________ that the listener understands you.
  4. An HVAC company’s service __________ is impacted by honesty.
  6. Non-verbal __________ speaks loudly.
  8. HVAC reps should ask questions when they are uncertain of their __________.
  9. HVAC reps need to handle each customer individually so the customer will 

__________ their problem is a separate event.
11. Ignore distractions in your __________  __________.
14. To minimize errors, purchase order details must be __________.
17. Customers __________ what they want to hear.
18. Words will either satisfy or annoy customers depending on their use and __________.
20. How you say something is just as important as __________ you say.
21. Verbal junk includes words we __________ that add nothing meaningful.
22. About 20 __________ of what is communicated is content and about 80 

percent is tone or variety of nonverbal behavior.
24. Consonants help to start and stop your __________.
27. A Split Second Response starts with a __________.
29. Beware of similar sounding __________ on the phone.
30. During the first few __________, a customer forms a first impression.
32. When customers yell, don’t __________ it personally. 
33. Writing down the key facts helps to __________ confusion.

Establishing  Performance Expectations

Management Functions

The Key Actions in this unit are designed to increase your effectiveness when you:

• Explain to a new employee the level of performance you expect from them

• Delegate an assignment

• Change an employee’s job priorities, responsibilities, or standards

• Correct an employee’s misunderstandings about performance expectations

• Enhance an employee’s job with new responsibilities

Cues to Watch For

Use the Key Actions in this unit when you notice cues such as:

• A new employee is unclear about expectations

• An employee needs help in sorting priorities because they have taken on more 
than they can handle

• An employee is acting on inaccurate advice from a coworker about job procedures 
or standards

• An employee’s work performance falls below standard, possibly because they 
don’t fully understand what’s expected

Key Actions

1. Describe the job in terms of its major outcomes and how it fits into the larger picture

2. Agree on measurable performance criteria

3. Mutually identify necessary skills, resources, and guidelines

4. Determine priorities

5. Review and check for understanding and commitment

6. Set a date for an early progress review

Key Action 1: Describe the job in terms of its major outcomes and how it fits into 
the larger picture

Why: It is a basic human need to feel that the work we do matters. An employee’s 
enthusiasm and commitment to doing a job or a task well, comes from knowing 
that their performance has a positive effect on the organization’s success. With an 
understanding of the big picture, an employee sees how their work connects with 
the work of others. This broad perspective helps avoid the limiting tunnel vision 
that says: “This is my job and that’s all I need to know.” Employees can’t collaborate 
and link their efforts to larger goals if they can’t see past a single task or set of 
responsibilities.

How: Show your employee the picture you have in your mind’s eye of the role their 
job or assignment plays in your department or organization. Sometime it’s helpful 
to draw a diagram of how their job relates to other important functions. Make sure 
you define how the results they achieve affect the business of the organization. 

Key Action 2: Agree on measurable performance criteria

Why: You can’t hit the bulls-eye unless you can see the target. As obvious as this 
may be, many managers and supervisors often neglect to “nail down” specific 
performance criteria with their employees. Explicitly determining what is needed, 
when it is needed, and how much, prevents the second-guessing that commonly 
plagues many manager-employee relationships. It helps the employee visualize 
what success would look like. With these performance criteria in mind, employees 
can also avoid falling prey to “performance anxiety” later, when they are in the 
midst of the task and are wondering if they are doing it right.  

How: Explain to the employee what you see as important for them to achieve. Ask 
for their ideas on what criteria should be established. If you can, combine their 
ideas with yours to arrive at criteria that are measurable and that you both can 
agree on. 

Key Action 3: Mutually identify necessary skills, resources, and guidelines

Why: Both you and your employee will have ideas on the best way to get the job or 
task done. Because it takes advantage of the skills and knowledge you both have, 
constructing a plan of action together is usually the most efficient way to proceed. 

It also means you have built realistic parameters around the job or task together, 
thus preventing misunderstandings later. Moreover, people feel more committed to 
following plans that they themselves have helped develop. 

How: Discuss the specifics of the job or assignment according to some or all of the 
following guidelines:

• Determine what steps to take and in what order

• Develop reasonable time frames

• Identify any special strategies or approaches that will help avoid potential 
pitfalls

• Suggest resources that are available: tools, money, staff, information, and 
knowledgeable people inside and outside of your area

• Determine when decisions can be made by the employee without your assis-
tance, and when you must be checked with first

Key Action 4: Determine priorities

Why: A new job, or new tasks added to an existing job, can confuse or overwhelm  
made without sound information. Your perspective as their supervisor or manager, 
can help an employee sort between these conflicting demands and decide what 
takes precedence. By working with them to set priorities, you are modeling sound 
personal work management practices and expressing the “lead by example” 
principle.

How: Together, list the employee’s major tasks and activities. Rank those activities 
and tasks in terms of their relative importance. Some criteria for determining 
relative task importance are listed below. By evaluating and balancing these criteria, 
you can then determine one task’s priority over another. 

These criteria include:

• The task’s importance to overall objectives (organizational, departmental, team, 
individual)

• Available time and deadlines

• The task’s difficulty relative to the value of the results you get in return

• Whose conflicting needs or problems are most critical

• The task’s contribution to the employee’s career or professional development

Key Action 5: Review and check for understanding and commitment

Why: Your discussion has probably covered a lot of territory and detail. To clarify 
the commitments you each have made and ensure that you understand each other; 
it is a wise idea to recap carefully at this point.

How: Ask questions that will tell you whether your employee sees the assignment 
as you do and is truly committed to carrying it out. Sometimes asking how they 
plan to get started reveals their level of commitment and understanding. Draw on 
your questioning and listening skills to formulate the questions you ask and to 
evaluate the answers you get. You could also use closed-ended questions to make 
sure that the details are clear.

Key Action 6: Set a date for an early progress review

Why: Even with careful initial planning and communication, some important things 
can be overlooked, only to become obvious once the task or project has begun. 
The employee may face a number of questions that weren’t covered in the original 
discussion. By answering these questions, an early progress review can uncover 
present or potential problem areas and help you correct them before real harm 
is done. It is also a good time to recognize and reinforce the initial constructive 
results an employee has achieved.

How: Based on the action plan you and your employee have developed, choose an 
early milestone. Schedule a meeting to occur as that milestone is reached.

Crossword  puzzle  answers

Customer  Service  Exam  Answers

This 16 question, multiple choice exam is a PDF file on the System Disc.
The exam answers are below.

1. D

2. D

3. B

4. D

5. D

6. C

7. B

8. A

9. A

10. A

11. C

12. C

13. C

14. A

15. D

16. B



8

Terms and Conditions:

This work is protected under United States Constitution and Federal Copyright Acts.

Any reproduction of the discs or books in this Training System is prohibited by law. All discs or books are owned and copyrighted by Coscia Communications Inc. and their use is intended for in-house, 
employee educational use only by the purchaser. Public use of the DVDs and PowerPoint file is prohibited by law. Violators will be prosecuted.

Copyright violations are a serious crime punishable by severe monetary penalties. Such penalties would include lost profits from potential sales by the rightful copyright owner and any profits gener-
ated by the copyright infringer as a result of the use of the unauthorized copies. Furthermore, the copyright owner may be entitled to recover any attorney’s fees incurred while seeking enforcement of 
copyright law.

If you witness a potential copyright violation, please contact Coscia Communications Inc. at 610-853-9836 or steve@coscia.com

Contact Steve Coscia at 610-853-9836 about lawful usage of these materials.

© Copyright 2015 Coscia Communications Inc.

The  cost  of training is always less than  the cost  of  ignorance!
Invite Steve to your facility for a week and get results:

• Boost call conversion
• Standardize phone scripts
• Improve technician soft skills
• Streamline processes

• Enhance meeting effectiveness
• Increase up-selling
• Heighten management skills
• Get more teamwork synergy

Questions?  Call Steve Coscia at  610-853-9836

“Anyone with a need for customer service training should hire him and don’t think twice about it.  
It will be money well spent.”
Alan Givens - CEO 
Parrish Services, Inc., Manassas, VA

THE #1 CUSTOMER SERVICE EXPERT


