Heating Role Play Scenarios – 2:   Needs Vs Wants
1. You are at Mr. Jones home.  He is a maintenance customer.  You found a cracked heat exchanger in his 20 year old system.  Talk to him about a new system  -  ask whether other technicians have mentioned replacing his system and include a needs/wants discussion.  
2. You are at Mr. Smith's home. He has been a maintenance agreement customer for the past five years.  His system is getting older but it is still working in an acceptable manner for its age.  Bring up wants/needs questions in your discussion with Mr. Smith. 
3. Mr. White got a postcard and schedules you to come out for a fall maintenance.  He wants a senior citizen discount on this service. Talk with him about a maintenance agreement – ask the needs/wants questions.  
4. Mr. Black, has used your company in the past but does not own a maintenance agreement.  He thought it “was about time” to get his furnace checked again.  When you look at the history, you see it has been 3 years since the last maintenance. Have the discussion about a maintenance agreement – using the “want” discussion.
5. You are at Mr. Gray’s home.  He has a cracked heat exchanger in a 20-year old system.  This is the first time you have been at his home.  He called your company because of a referral from his neighbor, Mr. Smart. Talk to him about a new system and include needs/wants in your discussion.  


Role Play #1
You are Mr. Jones.

Role Play #1
You are the service technician

Role Play #2
You are Mr. Smith

Role Play #2
You are the service technician

Role Play #3
Your are Mr. White

Role Play #3
You are the technician

Role Play #4
You are Mr. Black

Role Play #4
You are the technician


Role Play #5
You are Mr. Gray

Role Play #5
You are the technician

Role Play #6
You are Mr. Brown

Role Play #6
You are the technician

