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Service training can
increase company profits

Editor’s note: The following excerpts
are from an article provided by Steve
Howard, president, Air Conditioning
Training & Consulting, Phoenix, Az.
Howard has been involved in mainte-
nance, air conditioning service and
training for more than 20 years and his
background includes positions as a
service manager for a state-wide Trane
franchise and a customer service repre-
semative for the Carrier Service organi-
zation.

way to increase profits now and in

the future. It is the key to estab-
lishing a stronger service base as it ena-
bles change. Service training also allows
a forum to address current service prob-
lems. Until somebody shows a better
way, people will keep on making the
same mistakes.

Few service companies have an ongo-
ing service training program, but plan-
ning for it can be easy. Plan around a
day when everyone has to be in the
office anyway. The day the technicians
turn in their paperwork, pick up uni-
forms or get paid may be a natural day
for service training.

The best time for service training
may be before the work day begins.
Everyone is fresh. If mornings don’t
work evenings or weekends may be the
answer. A contractor shouldn’t have to
pay technicians to attend an ongoing
service training program. All service
training should be voluntary. The
knowledge gained by the technician is
his to keep.

Weckly training may be the only time
the technicians get to see their counter-
parts. A few minutes of open discussion
can be worth its weight in gold. This can
lead to a team organization and team
problem solving.

Servioe training may be the easiest

Information to be covered depends on
your company’s needs and level of cur-
rent technical expertise. Most of the
material covered should be advanced,
but yearly review of the basics allow the
technician to solve problems when all
clse fails.

Some training should be non-techni-
cal. Customer relations should be
stressed. In the heat of battle, it’s easy to
forget how important customers are.
Sales training should also be presented.
The technician should know how to sell
products and services that will benefit
the customer.

A training routine should be estab-
lished. Once a week can be very produc-
tive if handled correctly. One secret is to
find a person who is willing to take total
responsibility for training. This person
could be the owner, service manager, or
a committed technician.

Every training session must be man-
aged. Training should always start and
stop on time. And there should never be
any doubt who is in control.

The best instructors may be the
technicians themselves, but remember,
not everyone is comfortable teaching.
An older technician may be a natural.
There is no substitute for first hand
knowledge and life experience. Ask for
volunteers, and reward participation.
Everyone, even the newest technician,
has something to offer that all need to
know.

There are equipment and component
manufacturers who would be glad to
help train your staff. If a manufacturer
can show your technicians how his
equipment should operate, he may have
fewer problems and warranty returns.

Air Conditioning Training & Consulting (ACT) offers training for service organizations/technician
development, and for property owners/managers of large facilities. In the above photo, a U.S. Air
Force technician gets *‘hands-on" training at the Luke Air Force Base In Phoenix, Az. during an
“"Air Conditioning Operations and Efficiency Seminar."

Steve Howard, ACT president, explains that classes or one-on-one training can be held at
any company's business location, using that company's particular equipment for teaching.

A one or two day professional semi-
nar per year can be money in the bank.
A professional seminar leader can boost
morale for months to come. Professional
training also shows that an organization
is strongly committed to employees and
customers. Available seminar topics
range from customer relations and sales
to advanced troubleshooting techniques.

An ideal time for an organization to
communicate with its employees is im-
mediately after a training session. It is

amazing how non-technical communi-
cations will improve just because there

_is a forum available.

An ongoing service training program
not only keeps talented employees, but it
can create a waiting list of potential
technicians who are hungry for knowl-
edge.

With a little planning and manage-
ment, an ongoing service training pro-
gram may be the most profitable invest-
ment available, SR

price!

P.O. Box 15199

The right
parts, at
the right

CMP compressor replace-
ment parts meet or exceed OEM
specs...and cost less.

Add our same-day shipment
of all orders received by 1 p.m.
and a wide selection of parts for
most leading manufacturers.
That's why CMP remains the
HVAC industry's leading
independent manufacturer and
supplier of OEM-quality
replacement parts.

and handling

What Caused This Failure?

more accurately how to solve system problems.
Autopsy On A Compressor
$11.55 (1 10 9) includes poslage /4" - Beta - VHS
$9.75 (10 to 49) plus postage
Write for larger quantities

Brown also conducts seminars—write or call for details

Most compressors fail
due to a type of lack of
lubrication. The system
is returning refrigerant to
the compressor either
too hot or too cold.
Brown’s Book, “Autopsy
On A Compressor,” tells
how to properly diag-
nose a system fault &
correct the problem.
Learn how to use the
Pressure Enthalpy Chart
to properly diagnose an
operating system. Brown

also has a 3 pc. video
tape set to demonstrate

3 pc. tape sel $300 ppd.

Price for Technical Schools
$800 + Poslage
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Autopsy On A Compressor ¢ Burl C. Brown
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SmantStat

NEW MODELS - LOWER PRICES

THE BEST

ENERGY MANAGEMENT THERMOSTAT
IS NOW BETTER THAN EVER WITH
THREE NEW MODELS:
* 2200 - 1 STAGE, AUTO HEAT/COOL
* 2400 - MULTI-STAGE & HEAT PUMPS
* 2600 - MULTI-STAGE & HEAT PUMP
COMMERCIAL MODEL INCLUDING:
— KEYBOARD DISABLE
— AUXILIARY CONTROL CHANNEL
— REMOTE, TIMED 1-2 HR. OVERRIDE

ALL MODELS INCLUDE
10 HOUR RECHARGEABLE
BATTERY BACKUP

CONTRACTOR PRICES
FROM 99.00

(301) 265-1700

CONTROLS ENGINEERING CORP.
7148 AMBASSADOR RD.
BALTIMORE, MD. 21207
REP / DISTRIBUTOR / CONTRACTOR
INQUIRIES WELCOME
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