Role Play Scenarios – Give to everyone
1. You are at Mr. Jones home. He is a maintenance customer.  You found a bad capacitor and give him the discounted price of $150 to repair his system.
2. You are at Mr. Smith's home. You found a leaking evaporator coil under warranty. He has two systems in his home.  The second coil is not leaking.
3. Mr. Black is a long-time maintenance customer.  His air conditioning system quits on a Saturday afternoon.  He calls the answering service.  You and your back up are already at other customers’ homes.  The earliest you can get there is Saturday evening.  Explain this to Mr. Black. 
4.  Mr. Purple has water coming down his ceiling. He is a maintenance customer. You just completed the maintenance a few weeks ago.  However, the technician didn’t notice that there wasn’t a float switch and didn’t mention this to Mr. Purple.  How do you handle this? 
5.  Mr. Gray is a maintenance customer who called in because his system wasn’t cooling.  Upon inspection the system is low on refrigerant. When you look at the history you see that you have added refrigerant about two years ago…so there probably is a slow leak.  You quote a price to add refrigerant.  Should you be doing this?  Or, should you be giving him a system replacement price?


Role play scenarios – Cut up the sheets and have technicians choose a role

Role Play #1
You are Mr. Jones.  You tell the tech that you can buy a capacitor on line for $9.  Why should he pay your price?

Role Play #1
You are the service technician. 

Role Play #2
You are Mr. Smith. Why should you have to pay $850 for a coil that is under warranty.  Make the technician justify the price.  

Role Play #2
You are the service technician. You tell Mr. Smith that the coil replacement is $850.

Role Play #3
You are Mr. Black. You don’t want to wait until Saturday evening since you are having a party Saturday evening.  You are a maintenance customer and you are promised priority service.  Give the technician a hard time but eventually accept the fact that he will be there as soon as he can.

Role Play #3
You are the service technician

Role Play #4
You are Mr. Purple. You are mad because you just had your maintenance done and “everything was fine” according to the technician.  Demand to know why the technician missed the float switch issue and that the technician’s company pay for the ceiling.  

Role Play #4
You are the technician.


Role Play #5
You are Mr. Gray. Tell the tech that your neighbor bragged about getting an HVAC company to “just add a little refrigerant to his system” and that you want the same deal…not have to pay for the refrigerant. After all, it’s just a little bit.  

Role Play #5
You are the technician. Explain why he must pay and get him to sign the leak policy letter.

