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September 25 — Heat & Plumb Cuyahoga County

FAMO' lS - Our members and employees provide free heatingterance

SUPPLY® services and water audits and plumbing repairtdierlg/disabled,
low-income homeowneri the Greater Cleveland area to insure

proper operation and save lives.

- Volunteers provide a ray of sunlight, a smile arfeeping hand to
lENNUX people who need it the most.
) - Volunteers service and repair unvented room heatars central

furnaces, boilers, water lines, faucets, commogas line checks.
Mark your calendar now and plan to participate in this annual
community service project.

fnnovation never felt so good.™
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These folks were there! And learned what World €laastomer Service is!

How does your company stack up? Put the wordsamight blank and you’ll have the
answers to the questions:

a.People
b.Right
c.Culture
d.Hiring
e.Need to be
right
f. Vision
g.Information
h.Customer
satisfaction
i. Expectations
J- Short
attention span
k.Biases
m. Time
constraints
n.Training

Answers pg. 8

What does it take to be a World Class company?

1
2
3

4.
5.

. Clear corporate and
. Share with employees
. Ongoing measurement of and
the right employees.
Extensive to relay culture and teach job specifics

A manager can’'t do one without doing the other
What is management?

Getting things done through
What is delegation?

Giving things to do.
Should a manager: Do things or
Do the things ?7?
Why don’t people listen?
1.
2. (based on past experiences)
3. (driven by personal
agenda)
4, (too rushed to communicate

clearly)
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Blue indicates Premium Sponsors

GREATER CLEVELAND ACCA
2010 Officers:

President —- Kris Guzik
Energy Management Specialists - 216-676-9045

Vice President — Keith Raymond
Raymond Plumbing & Heating 440-244-5584

Secy/Treasurer — Enos Detweiler, Burton Sheet
Metal 440-834-1717

Board of Directors / Committee Chairs:
Mike Aerni — Conserv-Air -Golf Outing 216-889-8800

Al DiLauro —Cleveland Air Comfort-Golf Outing
440-232-1861

Jerald & Laurie Hoover, Hoover Heating & A/C
Spring Fling Social Event 440-439-2994

Keith Raymond, Raymond Plumbing &Heating -
Education 440-244-5584

Brian Stack, Stack Heating & Cooling,
Immed. Past President

Don VanHorn, BTU Comfort Solutions,
Heat the Town

Mike Scott, Famous Supply -
Associate Representative

888-850-9994

440-398-9415
216-529-1010

ACCA Ohio Board Trustees
Greater Cleveland ACCA:

Enos Detweiler, Burton Sheet Metal
Brian Stack, Stack Heating & Cooling (2010-2011)

representing

Follow-up to Steve Coscia’s seminar:

Those of you who attended our May 20th, Joint Chapter meeting got to hear Steve Coscia’s dynamic and informative
speech. Many of our members praised that evening's presentation - we thank you for the positive remarks. The
group photo from that meeting appears on the previous page.

After his speech, Steve told us about his three special-priced bundles of training materials. Each bundle is
reasonably priced and each has a 100% money back guarantee. Most service companies get their ROI during the
first few days. Investing in these materials is like getting Steve in a box - you can use them over and over again. If
you want to learn more about Steve's bundles, go to this website page:

http://www.coscia.com/bundles.php

A few of our chapter's members have already benefited from Steve's insight and experience - now you can too. If
you have questions about any of the training materials, contact Steve at 610-853-9836.
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No scheduled monthly meetings during June, JU

& August. September meeting will Bept. 16.
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sponsored by Hoover Htg & A/C
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You can learn more aww.acca.org

This program covers the essential tasks
required for success in team leadership.
Becoming a team leader, manager,

supervisor or coach requires specific skKills,
methods and tasks. This presentation will
not only assist experienced managers, but also
provide a checklist of key skills required to be
the best leader possible for those recently
entering a management position.

About the Presenter : Frank Besednjak is
president and CEO of The Training Source, Inc. a
training and consulting company. With over twenty-
five years experience and a proven track record
of managing local, national and international field
service operations for Sony, RCA and General
Electric, Frank provides unique ideas and
perspectives on becoming successful in
customer service and contracting. He has
consulted with organizations as large as Sears
Home Services along with assisting small, one to
five employee contracting businesses in
improving performance.
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Business Helps

How to Market When Temps Heat Up

There are two times that you should always mar&at pusiness: when you're busy, and when youtw sl
The slow times seem obvious. You're in need of micgy calls and scheduled appointments, so you send
direct response offers to your customers and potsper run ads in the newspaper and radio torgene
activity. But when you think about it, the busy émshould be just as obvious. The best time tasing
is when the fish are biting, right?

Right. The time to gain market share is when yoarket is busy and buying. For example, how sucakdsf
you think ads for tax preparation services arsay, July? But run them in April — when these aotants are
as busy as they can possibly be — and they scoopoup clients during the height of their most aciays,
generating a level of work that can carry themuglothe months to come.

They don’'t have to make the tax preparation adedDiResponse to generate calls. No special offers
needed at all. They've just got to get a name, phmaimber and presence into the market. And thag®yp
much the same situation you’re in when your busgea hits.

So, the weather is warming, and now you’ve gotrarmanity of folks who are getting a little warm imeir
own homes. Their HVAC systems are not operatingiefitly, and they need help — anything from a tune
up to a new system itself.

They’re going to need this, most likely, when yeualready very busy. And because the warmer daghm
more people are uncomfortable, that also means pemele are entering the market.

What should you do? Grab your fishing pole and Headhe pond! The weather has placed people in the
market for you, and they are looking for:

You can help them see you in this list with a mangapproach that builds image, builds awareness a
gets your name in their minds. And you can do thatugh All-Purpose ads, Image ads and TOMA ads —
all great vehicles for getting your name in the keéiwwhen people are in the market choosingong your
competitors.

The goal of busy times is to be successful enobgh you can cover yourself during the slow times, S
remember, every opportunity that comes your wag @ery busy day is also the way you are going cover
from the slow day that’s just a few months downrtheal. The tax preparers know this well. Theyheato the
market and scoop up everything they can, as quickipey can. So listen to the lessons from tlks feho know
the numbers and get busy while there is businegstto

O*

“Take the attitude of a student, never be too big to

ask questions, never know too much to learn
something new.”

Oa Mandino
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Closing More Sales
By Adams Hudson

It's so close you can touch it. Your customer i®wbto sign on the dotted line for a big-ticket
purchase that gets you your commission.

This is, naturally, the point anyone even in thegtery of sales wants to reach: the customer buys
the product. But focusing on this moment is notwulagy to get there. Don’t be so concerned about the
end that you forget the middle, and don’t get ichsa hurry for the middle that you forget the
beginning.

So let’'s back up a few minutes. Back up an hourybeato your knock on the door. Before your

customer sees your face, remember your purpose.ar@uot focused on what you want to achieve
but on what your customer wants to achieve. Frareth.

Be likeable.As you know, people buy from people they like, ané way to be likeable is to show
an interest in the other person. Pay attentiogoiar customer, ask questions, figure out what
concerns he has, look for ways to reassure hinfiadda solution to his problem. Now, wouldn’t
you like a person like that?

Be enthusiastic. Your customer is going to like your solution oryme demonstrate how it solves
his problem. So don’t hesitate to be upbeat abdatt wou've got to tell.

Communicate clear benefits— You can talk all you want to about systems, @éfincy, prices,
financing, maintenance and your superiority. If tustomer can't fit this into his “What'’s in it
for me?” mentality, you may as well just go hom&se on benefits and solutions that make sense
to the customer.

Watch for buying signs. Your customer is giving you signals all along thay. Be sensitive to
what his hesitations, questions, concerns, andegiguterest are telling you. Are there obstacles to
overcome? A trial close can answer that question.

Above all, remember, the end of the sale is thénbewy of a relationship. And that’s the path torm
closed sales.

“When business is good, there’s no need to advertis e’
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Sales and Personal Qualities

Let's say you have an average technician with great people skills, and an excellent technician
with poor people skills. You'll have a much easier time trying to improve the technical abilities of
the former than the relational abilities of the latter. That's because the ability to relate well to
others is the foundation of effective selling. Who will be the sales stars on your in-home tech
team? While you take a look at the potential for their selling skills, consider their personal
attributes as well.

Do they have good judgment? It comes in common sense, a level of maturity, an ability to
make decisions, a willingness to step out on a limb if needed. Basically, they know when to
hold ‘em and know when to fold ‘em. And by playing their cards right, they’ll up-sell their way to
better profits.

Do they exercise tact? Do they consider how their words and actions will affect other people?
If they disagree with a customer, can they explain their own position without becoming offensive
or argumentative? Are they willing to let the customer “be right” — even when they know so
much better?

Do they have a good attitude? Are they friendly, helpful, optimistic? Are they willing to pitch in?
Or do they mumble and complain (bad sign — especially if it’s in front of customers!)?

People tend to buy from people they like, and remember, likeable people usually have good
judgment, tact and a good attitude. And when you find those people on your tech team, you
find gold.

Guide to Technician Compensation & Overtime

Federal rules on compensation and overtime can be notoriously tricky, especially in an industry like
contracting, where a number of different compensation scenarios may be in place. So ACCA released a new
e-book, "The Official Contractor's Guide to Technician Compensation & Overtime," for its members and it is
available at no charge. The e-book covers the basics of federal law and the Fair Labor Standards Act
(FLSA), employee classification (hourly vs. salary), overtime calculation, record-keeping requirements, and
answers to frequently asked questions. "The Official Contractor's Guide to Technician Compensation &
Overtime" is a benefit of ACCA membership and may be downloaded at www.acca.org/guides/.
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Return with payment to: Cleveland ACCA 18961 River’s Edge Dr. E
: 440-543-1699 Chagrin Falls, OH 44023

Please PRINT all except line for Signature

Visa MasterCard Discover Amount $

Name on Card

Complete Address for Card
Card # Exp. Date: Security Code

Signature of cardholder:

Email of cardholder (for receipt)
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Return with payment to: Cleveland ACCA 18961 River’s Edge Dr. E
440-543-1699 Chagrin Falls, OH 44023

Please PRINT all except line for Signature

Visa MasterCard Discover Amount $

Name on Card

Complete Address for Card
Card # Exp. Date;: Security Code

Signature of cardholder:
Email of cardholder (for receipt)




