LISTEN!

Thoughts for the practicing service engineer

In striving to achieve the level of
professionalism we as a group deserve,
it seems helpful to examine how other

levels of pertormance.

By Robert Nelson CMS

that would even remotely resemble what
you had envisioned?
One of our serious mistakes is in not

customer is trying to tell us. Far too often

professionals attain and retain their * taking the time to listen to what the

1 believe one of the most important
elements they employ effectively is the
ability to listen carefully and ask
planned, logical questions to elicit from
thei: clients the information needed to

effectively serve them. Can you imagine .

going to a doctor, saying you aren't
feeling well and giving no other
information? Certainly the doctor

would in time arrive at a proper
diagnosis, but can you imagine how
much time, effort, and expense would be
wasted in pinpointing the area which
needed attention? Or consider going to
an architect and saying you want plans

—wearive at the job site, ask to be shown

‘fo the equipment, make our diagnosis
and repairs and leave. We then are called
bm
Bxsts. '

We have a tendency to feel because of
our training and experience that only we
could possibly know what is wrong with
the customer’s equipment. We lose sight
of the key element other professionals
use extensively. They permit their
clients to tell them what they believe is
wrong, what they want done, and what
they expect.

I feel that a few moments spent with

e What seems to be wrong with the
system?

e When was the equipment last
serviced?

e When did you first notice a problem
with the equipment?

e What have you done to attempt to
correct the problem?

.The above is not intended to be all
inclusive or applicable to every job. The
Important thing is to communicate with
your customers, to let them help you
serve them better. To function as
professionals in our field, we need not

only the technical ability to solve the
problem, but also the ability to listen to
“ouT customers. |

I submit for your consideration that

the ability to listen is the mark of

professionals in every field. We indeed

for a new home and providing no other

the customer asking the following
significant

information. What chance do you think W
you would have of ever getting a design I_ES’UJ:_S_-

should be striving to be professionals in

our field. @

CuR TempeRATURE Alarms
ARre Looking For Trouble.

The new GOLDLINE remote alarm modules
are sure to wci<e you with a 90db horn blast
whenever there's trouble. They
will even spread the alarm by
activating an autodialer or

central alarm system. And you're
safe from false alarms because
of the adjustable time delay of 15
seconds to 15 minutes with the
RAM-2 and 15 to 60 minutes with
the RAM-1.

Once you're awake, the RIM-5
remote indication modules give you
an instant beacon to pinpoint the
problem for systems of 5 to
100 points.

The easiest part is that
they mount anywhere using
standard handiboxes and
hook-up to GOLDLINE SP
temperature controls with
class 2 wiring.

See them at your local distributor or call 1-800- 343-0826.

f FROZEN FIsi+
$599/lb.
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Coming in February in RSC:
Product Catalog Selection Issue

e Comprehensive Roundup — The industry’s
most complete listing of new product catalogs,
data sheets, and technical literature. A photo and
description are supplied by manufacturers.

e Prominent Readership — RSC’s Product
Catalog Selection Issue is received by the people
most likely to install, repair and maintain your
products — HVAC/R service specialists. More
than 100,000 professionals will read this issue,
including the entire membership of the industry’s
top service organization, the Refrigeration Ser-
vice Engineers Society.

* Quality Results — RSC readers take action.
More than 45,000 reader responses were sent to
manufacturers whose product literature and
advertisements appeared in the 1987 edition.
And, best of all, most ads received THREE
TIMES MORE SALES LEADS!

e Bonus Distribution — Extra issues will be
distributed at the MCAA and NCRSA shows.
Advertising closes Jan. 5, 1988.

To reserve space, please call
Bonnie Kaye at 312-297-3450.

Circie 109 on Reader Action Card
26/RSC December 1987




