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This HVAC Instructor's Guide Supplemental Handbook will further aid your students in 

achieving learning outcomes from the HVAC Customer Service Handbook. This supplemental 

handbook includes instructor's preparation guides and student worksheets, which support learning 

from eight soft skills anecdotes in the HVAC Customer Service Handbook. 

 

In addition to reducing your course preparation time, this supplemental handbook will enhance 

your effectiveness as an instructor and deepen the learning experience for your students. 
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For maximum benefit from the HVAC Instructor's Supplemental Handbook, content should be 

covered in the following order:  

1) learning outcomes (should be shared with students) 

2) student worksheets 

3) instructor's discussion questions. 
 

Students should be directed to complete the worksheet as per the example below.  Urge your 

students to write simply and clearly.   

Getting the Most from this Supplemental Handbook 
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The Split Second Response  

Learning Outcomes 
The student should be able to:  

 Exercise control over him/herself. 

 Pause to think and to practice greater self-control during negative situations. 

 Discuss how self-control will help his/her career. 

Instructor Discussion Prompts 

 Describe a work-related situation in which you felt out of control? 

 What could you have controlled in the situation? 

 What did you learn from that situation that can help you grow in your career?  

Direct students to read pages 15 
and 16 of the HVAC Customer 
Service Handbook twice: the first 
time for comprehension; the 
second time for behavioral 
observations. 
 
Direct students to complete the 
behavioral matrix on the next page. 
 
Direct students to complete the 
questions on the next page. 
 
Lead a discussion using the 
discussion questions below. 

Using the Student Worksheet 

Give each student a copy of the Student 
Worksheet on the next page. 
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Student Worksheet 

Instructions: 
1. Read the italicized story on pages 15 and 16 of the HVAC Customer Service Handbook. 
2. Read the story a second time and look for positive or negative behavioral choices made by 

the characters in the story.   
3. In the spaces below, write examples of the behavioral choices, write whether each choice is 

positive or negative, and explain your answers. 

How did Sherry’s and John’s behavior affect the customer? 

Instructions: 
Write your answers to the following questions in the space provided below each question. 

How did Sherry show she had control in this situation? 

How did John show he had control in this situation? 

Behavioral Choice 
Positive or 
Negative? Explain your answer 

The Split Second Response  
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Fix the Thermostat, not the Customer  

Learning outcomes 
The student should be able to:  

 Show the customer the service professional understands the customer’s complaint. 

 See things through the customer’s eyes. 

 Ask questions to get details that help solve problems. 

 Recognize that a customer’s negative behavior is only a symptom of a problem. 

Instructor Discussion Prompts 

 How do you show customers, with your body language, you are listening?  

 Can you think of a customer service situation in which you did not demonstrate active listen-
ing? What were the results? 

 How do you treat a symptom (customer’s behavior) different from the customer’s problem? 

Direct students to read page 20 of 
the HVAC Customer Service 
Handbook twice: the first time for 
comprehension; the second time 
for behavioral observations. 
 
Direct students to complete the 
behavioral matrix on the next page. 
 
Direct students to complete the 
questions on the next page. 
 
Lead a discussion using the 
discussion questions below. 

Using the Student Worksheet 

Give each student a copy of the Student 
Worksheet on the next page. 
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Student Worksheet 

Instructions: 
1. Read the italicized story on page 20 of the HVAC Customer Service Handbook. 
2. Read the story a second time and look for positive or negative behavioral choices made by 

the characters in the story.   
3. In the spaces below, write examples of behavioral choices, write whether each choice is 

positive or negative, and explain your answers. 

How did the HVAC representative demonstrate he respected the way Jim saw the problem? 

Instructions: 
Write your answers to the following questions in the space provided below each question. 

How did the HVAC representative keep the situation from getting worse?  

How did the HVAC representative demonstrate he understood Jim’s frustration? 

Behavioral Choice 
Positive or 
Negative? Explain your answer 

Fix the Thermostat, not the Customer  
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Dreaded Morning Call 

Learning Outcomes 
The service professional should be able to:  

 Prepare for anything to happen at any time of the work day. 

 Respond calmly to an emotionally charged customer. 

 Choose a positive attitude. 

Instructor Discussion Prompts 

 How do you mentally prepare for your workday? 

 How often does your day go in a direction you did not expect? 

 How do you adjust your attitude to surprises throughout the workday?  

Direct students to read pages 28 
and 29 of the HVAC Customer 
Service Handbook twice: the first 
time for comprehension; the 
second time for behavioral 
observations. 
 
Direct students to complete the 
behavioral matrix on the next page. 
 
Direct students to complete the 
questions on the next page. 
 
Lead a discussion using the 
discussion questions below. 

Using the Student Worksheet 

Give each student a copy of the Student 
Worksheet on the next page. 
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Student Worksheet 

Instructions: 
1. Read the italicized story on pages 28 and 29 of the HVAC Customer Service Handbook. 
2. Read the story a second time and look for positive or negative behavioral choices made by 

the characters in the story.   
3. In the spaces below, write examples of the behavioral choices, write whether each choice is 

positive or negative, and explain your answers. 

How could Charles have prepared differently for the day? 

Instructions: 
Write your answers to the following questions in the space provided below each question. 

What thoughts were Charles thinking as he prepared for his day?  

How did Charles’ focus affect his ability to respond to the customer?  

Behavioral Choice 
Positive or 
Negative? Explain your answer 

Dreaded Morning Call 
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Teamwork and Editorializing 

Learning Outcomes  
The student should be able to:  

 Support co-workers and customers who make mistakes. 

 Recognize that everyone in the company is hurt when he/she makes fun of others’ mistakes. 

 Model positive behavior towards co-workers and customers. 

Instructor Discussion Prompts 

 Have you seen new hires teased in the workplace? 

 How does your company react to employees who embarrass other employees?  

 Has anyone in your company taken a stand against co-workers’ embarrassing each other?  

Direct students to read pages 38 
and 39 of the HVAC Customer 
Service Handbook twice: the first 
time for comprehension; the 
second time for behavioral 
observations. 
 
Direct students to complete the 
behavioral matrix on the next page. 
 
Direct students to complete the 
questions on the next page. 
 
Lead a discussion using the 
discussion questions below. 

Using the Student Worksheet 

Give each student a copy of the Student 
Worksheet on the next page. 



Instructor Supplemental Handbook   Coscia Communications Inc. 

Page | 11 
Phone: 610-853-9836 

Student Worksheet 

Instructions: 
1. Read the italicized story on pages 38 and 39 of the HVAC Customer Service Handbook. 
2. Read the story a second time and look for positive or negative behavioral choices made by 

the characters in the story.   
3. In the spaces below, write examples of the behavioral choices, write whether each choice is 

positive or negative, and explain your answers. 

What could be the long-term impact of Joe’s behavior toward Zach?  

Instructions: 
Write your answers to the following questions in the space provided below each question. 

How did Joe fail to support Zach? 

How did the boss show empathy towards both Zach and Joe? 

Behavioral Choice 
Positive or 
Negative? Explain your answer 

Teamwork and Editorializing 
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When Too Much Talk Makes Things Worse 

Learning Outcomes 
The student should be able to:  

 Recognize that customers hear what customers want to hear. 

 Choose words wisely. 

 Recognize that certain words may create stress or discomfort for the customer. 

Instructor Discussion Prompts 

 Provide examples of when you have heard service professionals share too much information.  

 Has a service professional’s saying too much ever cost your company business? 

 Has a customer ever understood your words in a way you did not mean? 

Direct students to read pages 41 
and 42 of the HVAC Customer 
Service Handbook twice: the first 
time for comprehension; the 
second time for behavioral 
observations. 
 
Direct students to complete the 
behavioral matrix on the next page. 
 
Direct students to complete the 
questions on the next page. 
 
Lead a discussion using the 
discussion questions below. 

Using the Student Worksheet 

Give each student a copy of the Student 
Worksheet on the next page. 
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Student Worksheet 

Instructions: 
1. Read the italicized story on pages 41 and 42 of the HVAC Customer Service Handbook. 
2. Read the story a second time and look for positive or negative behavioral choices made by 

the characters in the story.   
3. In the spaces below, write examples of the behavioral choices, write whether each choice is 

positive or negative, and explain your answers. 

How might the boss’ project be affected by the phone call from Mrs. Sewell?  

Instructions: 
Write your answers to the following questions in the space provided below each question. 

How did Tom show a lack of concern for Mrs. Sewell’s feelings?  

What other consequences could come from Tom’s conversation with Mrs. Sewell?  

Behavioral Choice 
Positive or 
Negative? Explain your answer 

When Too Much Talk Makes Things Worse 
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The Service Placebo 

Learning Outcomes 
The service professional should be able to:  

 Recognize that customers make and keep promises to others.  

 Recognize honesty as a choice. 

 Recognize that dishonesty has negative consequences, even if not right away. 

 Control the urge to make promises to the customer that may not be fulfilled. 

 Recognize the power of truth.  

Instructor Discussion Prompts 

 Have you or anyone in your company ever made promises you were not sure you could keep? 

 Even if you or someone in your company kept those promises, how did making those prom-
ises affect your company? 

 How has telling the truth helped you succeed with your customers?  

Direct students to read pages 49 
50, and 51 of the HVAC Customer 
Service Handbook twice: the first 
time for comprehension; the 
second time for behavioral 
observations. 
 
Direct students to complete the 
behavioral matrix on the next page. 
 
Direct students to complete the 
questions on the next page. 
 
Lead a discussion using the 
discussion questions below. 

Using the Student Worksheet 

Give each student a copy of the Student 
Worksheet on the next page. 
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Student Worksheet 

Instructions: 
1. Read the italicized story on pages 49, 50, and 51 of the HVAC Customer Service 

Handbook. 
2. Read the story a second time and look for positive or negative behavioral choices made by 

the characters in the story.   
3. In the spaces below, write examples of the behavioral choices, write whether each choice is 

How did Liz start a chain reaction? Describe the chain reaction.  

Instructions: 
Write your answers to the following questions in the space provided below each question. 

What behaviors were within Liz’ control? 

What behaviors were beyond Liz’ control? 

Behavioral Choice 
Positive or 
Negative? Explain your answer 

The Service Placebo 
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Using Restraint, Not Retaliation 

Learning Outcomes 
The student should be able to:  

 Control the urge to say “I told you so” to the customer. 

 Focus on staying calm with customers. 

 Value long-term relationships with customers. 

 Take steps to keep a bad situation from getting worse (escalating). 

Instructor Discussion Prompts 

 Have you ever seen a customer make a mistake? 

 Did the customer blame your company for the mistake? 

 What words do you use to keep a complaint by a customer from becoming a shouting match?  

Direct students to read pages 58 
and 60 of the HVAC Customer 
Service Handbook twice: the first 
time for comprehension; the 
second time for behavioral 
observations. 
 
Direct students to complete the 
behavioral matrix on the next page. 
 
Direct students to complete the 
questions on the next page. 
 
Lead a discussion using the 
discussion questions below. 

Using the Student Worksheet 

Give each student a copy of the Student 
Worksheet on the next page. 
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Student Worksheet 

Instructions: 
1. Read the italicized story on pages 58 and 60 of the HVAC Customer Service Handbook. 
2. Read the story a second time and look for positive or negative behavioral choices made by 

the characters in the story.   
3. In the spaces below, write examples of the behavioral choices, write whether each choice is 

positive or negative, and explain your answers. 

What are the long-term costs of Eric’s choice to aggressively collect the $60? 

Instructions: 
Write your answers to the following questions in the space provided below each question. 

What parts of the conversation could Eric control? 

When could Eric have chosen different behaviors? 

Behavioral Choice 
Positive or 
Negative? Explain your answer 

Using Restraint, Not Retaliation 
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Voice Mail, Be Informative 

Learning Outcomes 
The student should be able to:  

 Recognize how customers expect service professionals to communicate. 

 Follow company rules about how to communicate with customers by text. 

 Follow company rules about how to communicate with customers by phone. 

Instructor Discussion Prompts 

 How does your company handle incoming calls? 

 What does it cost your company to miss calls?  

 What are your company’s rules for talking with customers by phone and/or text?  

Direct students to read pages 84 
and 85 of the HVAC Customer 
Service Handbook twice: the first 
time for comprehension; the 
second time for behavioral 
observations. 
 
Direct students to complete the 
behavioral matrix on the next 
page. 
 
Direct students to complete the 
questions on the next page. 
 
Lead a discussion using the 
discussion questions below. 

Using the Student Worksheet 

Give each student a copy of the Student 
Worksheet on the next page. 
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Student Worksheet 

Instructions: 
1. Read the italicized story on pages 84 and 85 of the HVAC Customer Service Handbook. 
2. Read the story a second time and look for positive or negative behavioral choices made by 

the characters in the story.   
3. In the spaces below, write examples of the behavioral choices, write whether each choice is 

positive or negative, and explain your answers. 

What were Ken’s expectations in this situation? 

Instructions: 
Write your answers to the following questions in the space provided below each question. 

What were Fran’s expectations in this situation? 

What were Joe’s expectations in this situation? 

Behavioral Choice 
Positive or 
Negative? Explain your answer 

Voice Mail, Be Informative 
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