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But that’s just one benefit. Your customers deserve 
a repair solution that restores their equipment to 
its original performance. F.A.P. can do that.

For the home or business owner, Factory Authorized Parts:
• preserve the original manufacturer’s warranty,
• preserve the original efficiency of the system,
• preserve engineered sound requirements (for 
applicable components such as motors), and 
• meet rigorous factory run life design specifications.

For the dealer or technician, Factory Authorized Parts:
• provide an exact drop-in replacement,
• feature exact electrical connections and lead lengths,
• feature exact mounting characteristics, and
• preserve the UL and/or CSA approvals and listings 
for the parts in the original equipment.

The time you save installing exact drop-in F.A.P. motors really adds up.

Come in from the dark.

Get a mini aluminum LED flashlight.*
Buy at least 5 different line items** all on one invoice including 2 F.A.P. motors.

FREE!FREE! *Go to www.totaline.com and click the “FREE STUFF” link. Then, follow the directions and complete 
the offer. Offer must be completed and a proof of purchase from a Totaline sales center will be required. 
See site instructions for complete details. One mini LED flashlight per person - certified HVAC/R 
professionals only. Offer good while supplies last. Offer subject to change or discontinuance without notice.

** Equipment purchases (air conditioners, heat pumps, 
furnaces, packaged products) do not count as line items.

Come in from the dark.

Edward Gancarz is the principal of the SHA+RP Institute. Its services include small
business consulting and training, individual and group coaching, organization
development, call center management and marketing and selling support. If you
would like business training conducted at your Totaline sales center, contact your
parts store manager or the SHA+RP Institute.

Phone: (315) 263-1234
E-mail: egancarz@twcny.rr.com

According to Ed Gancarz, principal of the SHA+RP Institute, the first step in finding
sales success is listening to the needs of your customers. “All customers deserve your
careful and undivided attention first, and then and only then, diagnostic solutions,” said
Gancarz. “By taking this important first step with your customers, you'll build trust,
develop openness, and gain more than one referral, I'll bet.”

Gancarz also said that it's important not to draw any conclusions when going on
the initial sales call. “Don't go in assuming anything,” he said, cautioning that sales
people should not prejudge what they can sell based on the size or location of the
home, or the demographics. “Whether your customer lives in a small rural community,
an upscale suburban neighborhood, or deep within the urban cityscape doesn't matter.
What matters is that you give all the solutions that you can to your customers.”

Gancarz suggested that discovering all the customer's existing issues is another
way to gain their confidence and help make the sale. “Take the time to learn more about
their existing IAQ issues such as allergies, asthma, pets, and mold, as well as any
current hot or cold spots, noise issues, or concerns about monthly bills,” he said. “Slow
down to go faster. People buy from people, so by taking the time up front to truly hear
your customers, what you're actually doing is taking the time to understand their needs.”

So what can you do to get your foot in the door with potential customers? Gancarz
offered some tips to help make your next sales call a success:

• Understand that your personal image is just as important as the product 
or service you're offering. Make a good first impression by projecting a
professional image.

• Listen and totally understand your customer's concerns. This will give
the customer a reason or benefit for spending time with you.

• Develop a “first call capabilities statement” to explain how you and your 
company's services can help the customer with their needs. Consider 
having a presentation or handout available that outlines your company 
history, experience, and areas of expertise. 

• Probe below the surface problem for additional help you may provide, 
for example with IAQ and comfort issues.

Gancarz stressed that, whether one is a large contractor or independent
technician, excellent sales and service should always be the goal. “Good business
practices bring referrals, and word of mouth is still one of the most effective forms
of advertising,” he said. “Customers want salespeople who will listen to them and
who know what they're doing – people who take pride in their work.”

When the HVAC/R professional handles their sales call like a service call, success
can be theirs. “Hear what the customer is telling you, like you did when diagnosing that
last piece of equipment,” Gancarz said. “Quality product, delivered on time and at a
reasonable cost, wins the day every time.”

Use service call knowledge
for sales call sUccess
As most people who have achieved success in the
HVAC/R service business know, listening to customers and
understanding their wants and needs is just as important
as diagnosing and repairing. By employing this same
strategy when making sales calls, the HVAC/R technician
can become successful in that area as well.




