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HANDLING UPSET CUSTOMERS

E very service technician encounters various types of
customers throughout his/her career. Each
customer is unique and has a different personality.
Although most customers simply want their equipment
repaired in a timely and professional manner, each one
expresses that need differently. Any service tech who
has worked in the industry long enough has, at one
time or another, come across a customer who 1is
enraged. Learning to work with an irate customer can
be most frustrating; however, it is a necessary skill
which every technician must learn to master.

hen confronted with an angry customer, a

service tech must not take it personally and
react negatively toward the customer. This will only
serve to increase the customer’s anger and cause
additional problems for the service technician. A
technician should never argue with the customer. He/
she should attempt to convey his/her thoughts in a
professional manner and not let the customer’s attitude
affect his/hers. When speaking with the customer the
technician should keep a level but assertive speaking
voice. If this is not possible, the technician should
walk away from the job and call his office for support.
The supervisor or manager will be better suited to
resolve the conflict. Again, never argue with the
customer—it will only make matters worse.

Sometimes a customer becomes enraged over the
cost of a job or the amount of work needed to be
performed. If this happens, it is sometimes helpful for
the service tech to try and see the customer’s point of
view. If the service tech can agree with the customer’s
concerns, then the customer may settle down and
become more reasonable.

nother scenario which can cause a customer to
become irate is when a piece of equipment covered
under warranty fails. They want to know what caused
the failure in such a short period of time and they want
to know right away, usually before the service
technician has had a chance to troubleshoot the

and handle the repair like any other. Again, do not
confront or argue with the customer. Call for help if
the customer is still angry.

Keeping a cool temper, appreciating a customer’s
point of view, and calling for support when
needed, all work toward the common goal: providing
your customers a service that is both professional and
courteous.

~Joe Marchese, CMS, Past Int'| President,

Things you didn't need to know . . .

e  On average, people fear spiders more than they do death.

e If you toss a penny 10,000 times, it will not be heads
5,000 times, but more like 4,950. The heads picture
weighs more, so it ends up on the bottom.

e Only one person in two billion will live to be 116 or
older.

e Humans and dolphins are the only species that have sex
for pleasure.

e The pop you get when you crack your knuckles is
actually a bubble of gas bursting.

e 101 Dalmatians and Peter Pan are the only two Disney
cartoon features with both parents who are present and
don't die throughout the movie.

e The winter of 1932 was so cold that Niagara Falls froze
completely solid.

e There's no Betty Rubble in Flintstones Chewable
Vitamins.

e It's impossible to get water out of a rimless tire.

e Banging your head against a wall uses 150 calories an
hour.

e Did you know that you are more likely to be killed by a
champagne cork than by a poisonous spider?

e In Minnesota it is illegal to cross state lines with a duck
on your head (Can’t make this stuff up).

e In Indiana it is illegal to ride public transportation for at
least 30 minutes after eating garlic.

e Right-handed people live, on average, nine years longer
than left-handed people do.

e A crocodile cannot stick its tongue out.
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Coming to the
Meiro New York area

Find us an

Facebook

Recommended for:
HVACE Service Techs
HVACE. Electricians
HVACE. Contractors
HVACE Students
Plumbers. Ol Techs

SATURDAY,
November 16, 2019
8:30am — 5:00pm
FULL DAY
with Hot Lunch
served

Location:
Riccardo’s Catering
21-01 24th Avenue
Astoria. N.Y. 11102

(718) 721-7777

ADVANCED HYDRONICS
TRAINING
Gettfing Up To Speed On Today’s Hydronics

Presented by:
Rick Koester, Contractor Support Specialist, Wales-Darby, Inc.

YOU WILL LEAEN:

DESIGN:
F System design
# Calculating Heat Loss
# Choosing the correct equipment for the job
»  New Installation or Retrofit systemsy?
BOILER RODOM:
# Mear boller piping
System components
System Piping
Circulator selection
Circulators or zone valves??
IRQUBLESHOOTING:
# Finding the elusive root causes of those nagging & persistent problems

W
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These programs utilize lecture, field examples. computenzed demonstrations,
handout materials and encourages audience participation. A cerfificate of completion
will be mailed to all participants.

The cost for full program, including moming & afternoon refreshment
breaks and full service, hot sit-down Iunch is:
$150 - ($125 for RSES. PHCC & OESP members)

Brought to vou bv: R.S.E.S.
REEFRIGEEATION SEEVICE ENGINEERS SOCIETY

METROPOLITAN NY CHAPTER

For Further Information Call:
Stan Hollander (@ 718.232.6679

REGISTER EARLY - SEATING LIMITED

BSES Membership # (if applicable)
NAME COMPANT NAME
ADDEESS CITY STATE ZIP
PHONE: EMATL:
WANT TO USE CREDIT CARD? # EXP. DATE

MAKF CHECKS PAYABLE TO: METRO NY RSES (or call 718 2326679 w/info)

MAITL CHECKES ALONG WITH THIS REGISTRATION FORM (DETACHED) TO:
STAN HOLLANDER: 183761 STREET, BROOKLYN. NY 11204



HVAC/R

Parts
Supplies
Equipment

SEALED UNIT
FARTS CO., INC.

PO, B 21
2230 LANOMARE PLACE
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UNITED
REFRIGERATION INC.
Refrigeration, Alr
Coanditioning, Haaking,
Suppises, Equipment & Parts

Jimm Harllegar
Branch Manager
51908 85 Place

Woodskda, NY 11377-T408

Tek T18 476-2600
Fax: 718 4 TE2G48
BranchydBuri com
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EQUAPMENT
FARTS SUPFLES
ERA-DERTURCATION TESTING
241 HALSEY STREET
BROOHLYN, MY 11218

(718) 574-4774
FAX [T18) 5744778
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| COMING TOPICS

Electronic Thermostats

The Latest in Compressor
Remanufacturing

What Else is New in Motor Technology
for the HVAC Industry

Rectorseal Products for the Industry

If you have any suggestions or requests for FUTURE
EDUCATIONAL PROGRAMS, please let us know!

Suppliers of Food-Grade Ice Blocks
111h+ 251h: 751b
3001b Carving Blocks

Just Ioe NY Carp.
110-90 Dunikirk Street, 86, Albans, NY 11433

www,justiceny.net + Email: kurt@justiceny.net
Phone: 718-264-9000 + Fax: 718-264-9001
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Refrigeratian, AL, Heating
BROOKLYM [714) 2573347
16723 Avanua D
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551 5. Columbus Ave.
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Wednesday September 11th, 2019
at 7:30pm

National Grid Rebate Programs for your
Customers—They win, You win!

at

RICCARDO’S
21-01 24th Avenue, Astoria NY 11102

by Christopher Lima—National Grid

PRESIDENT’S MESSAGE

Welcome back from what I hope was a prosperous & safe Summer.

FREE MONEY Who doesn’t want to receive money for little effort. Our speaker at the
September 11™ meeting is from National Grid, and his topic is their REBATE PROGRAM.
Some rebates might apply to equipment you currently sell, so come to the meeting to see how
you can get some money. I am familiar with the Con Edison Rebate program and can tell you
several contractors have received thousands of $$$3$$ in rebates. It is definitely worth your
time to come and listen to the National Grid presentation on Rebates.

On November 16" we are having a seminar on ADVANCED HYDRONICS TRAINING.
This seems like an appropriate time to increase your Hydronics knowledge. A registration
form is in this newsletter.

Rich Bruno has updated our web site. In addition to information on our next meeting there is
also information on our next seminar along with a registration form. As Rich gets speakers, he
posts them in the website Meeting Schedule so you always know what is coming up.




