A Tale

TWISHL S St

who has told me, “That system perfor-
mance approach might work where you

are, but you don't understand our market g
here in fill i the name of any city or state in the
country),

The truth is, system performance and delivered comfort

ae being sold at a premium in every state and city actoss the
nation. Sure, less than 5% of HVAC contractors are deliver-
ing measured performance, but nearly all of them are making

5 to 10 times the industry average — which is cur-
rently less than 2% of sales!

the customer in investigating and
solving comfort and [AQ problens.
PERFORMANGE: Mr. Performance delivers measured
performance. In fact, he guarantees levels of performance
on every job he sells. To date, he hasn’t had a single
customer call him to enforce a guarantee fepsiins
performance. This contractor uses unique designs, accurate

years. For the sake of anonymity, we'll call him My Performance.
Mr. Performance is located in a major metropolitan area in

{ools, and specialy products to address
system problems, ranging from the refrigerant side to the
air delivery system.

ATTITUDE: Th\s s 2 big one. Mr. Performance’s attitude is

As we talked, he described how his company

ixa customer' apmblem

this year. He now has 50 cmployees and 30 trucks on the road.
When I asked about his sales approach, he explained that

ter
o through this past fall and winter, and his pre-season

and he has no about charging what he's
worth. Fle spends a great deal of time marketing his com-
pany’s abilities through both advertising and public rela-
tions. He also works hard to instill the attitude of “we're
different” in every employec.

‘The bottom line is Mr. Performance started with the exact
same advantages as Billy — there fand tiomes it

tallatons were alrcady tacking up
by few
monthsage,Tspoke (0 another oot to o e e ity
who had a very different take on things. Let's call him Billy
Box Dealer.

Billy’s story was pretty much the opposite of Mr. Perfor-
mance’s account. Billy lamented that his customers wouldn't
pay for anything, He rationalized that because he was con-
stantly competing with low-price bidders he has to kecp his
prices very low.

Billy's been trying to break above the $1 million sales mark
for nearly 10 years, but always falls short. He makes a pretty

market or
being around lcngcr In fact Billy s around Iongcr
Mr. Performance.

Most of us search for that silver bullet that's going lo make
us a huge success. Too many of us are looking for some new
product or angle to boost the low margins associated with
selling boxes. We're stuck in the paradigm of selling more
boxes and trying to make it up in volume.

The truth i the cnly unique product we have s ouselves
and our people’s ability to educate customers and create
comfort systems that work. Yes, it's more labor intensive

good living, steady, and he's always.
of not being able to make payroll or pay his supplicrs.

This is NOT a made-up tale. I¢'s a very real account, and

i Performance n Bily willikely recognize themeelves

nfortunately, Billy’s story is one many of us
Have i, gt o O e v G S o living
year aiter year.

So why is Mr. Performance so successful in the same market
in which Billy Box Dealer keeps failing? What's his secret?
When Lasked him, he told me it comes down to three factors:

W Customer Educasin

Performan

Let's break it down further.
CUSTOMER EDUGATION: Mr. Performance and his sales:

tyou can charge
apremium and get much higher margins for that labor.
‘The question any Billy should ask himself is, “am I getting,
anywhere, or am Ion a treadmill?”

fotivational speaker Anthony Robbins describes insanity
as “doing the same thing over and over again expecting
different results.” Isn't it time to stop the insanity?

Donsinick Guarino is chairma and CEO of National
Comfort Institute, @ national training, cerlfication,
and mewbership organization. NCI offers traning in-
cluding sales, marketing, air belancing, diagnostics,
design, carbon monoxide, and combustion eficiency.

k can be reached at 800/633-7058, or at
domg@nationalinstitute.com. For delails on

people spend most of their
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