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Welcome to HVAC Success 101, your comprehensive guide to mastering customer

service in the HVAC industry. Whether you’re just starting out or looking to refine

your business practices, this guide is designed to help you deliver exceptional

customer service, a crucial factor in the success of any HVAC business. 

 

Customer service isn’t just about answering the phone—it’s about building

relationships, solving problems, and creating experiences that keep customers

coming back. In an industry where competition is fierce and customer expectations

are high, standing out requires more than just technical expertise. Exceptional

customer service can be your competitive edge, leading to repeat business,

referrals, and long-term success. 

 

In fact, approximately 20% of all HVAC companies fail across the industry every

year. Over 70% of new HVAC companies fail in their first year of operation and 97%

of global consumers say customer service is important when choosing and being

loyal to a brand. This guide will walk you through the strategies, tools, and best

practices you need to not only meet but exceed your customers’ expectations. From

handling calls and emails to managing appointments and billing, we’ve got you

covered. With actionable advice and ready-to-use templates, you’ll have everything

you need to customize and create a customer service experience that sets your

business apart. 

 

Let’s dive in and start building the foundation for your HVAC business’s success—

one satisfied customer at a time.

Building the Blueprint for Success
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Email Sequence for Leads and Nurture Campaigns

Email Template: Sending a Quote

Email Template: Follow-Up After Sending a Quote (2-3 Days Later)

Email Template: After Quote Acceptance

Email Template: After Quote Rejection

Managing Your Sales Funnel: Tools for Success

HubSpot CRM

Thrive

Zoho CRM

Piperdrive

Jobber

Sales Communications: Best Practices 
Effective sales communication is crucial for nurturing leads and turning them into loyal customers. A

nurture campaign is a series of targeted communications designed to guide potential customers

through the sales funnel by keeping your business top of mind. By providing timely, valuable

information, nurture campaigns help build trust, answer customer questions, and address objections.

This section outlines best practices for managing your HVAC sales funnel, offers email templates for

every step of the sales process, and provides tools to track and manage the customer journey. 
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Thank the lead for considering your services.

Provide the quote, highlighting the vale of your solution.

Offer to answer any questions. 

Key Points

Email Template: Sending a Quote

Email Sequence for Leads and Nurture Campaigns
A sequence of emails helps maintain customer engagement after initial contact. These emails will keep your business

top of mind and address potential customer hesitations, ultimately guiding them toward a purchase decision. 

Your HVAC Service Quote is Ready! 

Hi [Customer Name], 

Thank you for considering [Your HVAC Business Name] for
your [service type]. We’ve prepared your quote, which is
attached. Our expert team is committed to providing efficient
and reliable HVAC services that enhance your comfort and
save energy. 

Please review the details, and don’t hesitate to reach out if
you have any questions or would like more information. 

Best regards, 

[Your Name] 
[Your Contact Information] 

Subject

Body

Sales Communications | 4



Reference the quote and offer to clarify any details.

Highlight key benefits of choosing your service.

Provide a direct way to move forward.

Key Points

Email Template: Follow-Up After Sending Quote (2-3 Days Later)

Just Checking In on Your HVAC Quote

Hi [Customer Name], 

I hope you had a chance to review the quote I sent on
[Date]. I wanted to follow up and see if you had any
questions or if there’s anything I can clarify. We’re
committed to providing high-quality service, and I’d love
to assist with your HVAC needs. 

Looking forward to hearing from you! 

Best regards, 

[Your Name] 
[Your Contact Information] 

Subject

Body

Email Sequence for Leads and Nurture Campaigns
A sequence of emails helps maintain customer engagement after initial contact. These emails will keep your business

top of mind and address potential customer hesitations, ultimately guiding them toward a purchase decision. 

Sales Communications | 5



Thank the customer for choosing your business.

Confirm next steps.

Reinforce the value of your service.

Key Points

Email Template: After Quote Acceptance

Thank You for Choosing [Your Business Name]!

Hi [Customer Name], 

Thank you for choosing [Your HVAC Business Name].
We’re thrilled to work with you and are excited to get
started on your HVAC service. Our team will contact you
shortly to confirm the details and schedule your service. 

If you have any questions or need further assistance, feel
free to reach out anytime. We’re here to ensure you get
the best possible experience. 

Best regards, 

[Your Name] 
[Your Contact Information] 

Subject

Body

Email Sequence for Leads and Nurture Campaigns
A sequence of emails helps maintain customer engagement after initial contact. These emails will keep your business

top of mind and address potential customer hesitations, ultimately guiding them toward a purchase decision. 
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Thank the customer for their consideration.

Ask for feedback to improve future offers.

Offer to stay in touch for potential future work.

Key Points

Email Template: After Quote Rejection

Thank You for Considering [Your Business Name]!

Hi [Customer Name], 

Thank you for considering [Your HVAC Business Name] for your HVAC
needs. While I understand you’ve decided to go in a different direction,
I would appreciate any feedback you can provide that would help us
improve our services. 

If your needs change in the future, we’d love the opportunity to work
with you. Feel free to reach out if there’s anything we can assist with. 

Best regards, 

[Your Name] 
[Your Contact Information] 

Subject

Body

Email Sequence for Leads and Nurture Campaigns
A sequence of emails helps maintain customer engagement after initial contact. These emails will keep your business

top of mind and address potential customer hesitations, ultimately guiding them toward a purchase decision. 
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To effectively manage your sales funnel and keep track of leads, follow-ups, and completed sales, using CRM (Customer

Relationship Management) tools is key. Here are a few CRM tools (in no particular order) tailored for service businesses

like HVAC companies: 

This free CRM offers sales
pipeline management, email
tracking, and lead nurturing
features. You can track customer
interactions, automate follow-ups,
and monitor where each lead is
in the sales process. 

HubSpot CRM

Thryv is an all-in-one business
management solution, tailored
for small service-based
businesses. It offers CRM
features, online appointment
booking, customer
communications, and marketing
automation. Thryv also integrates
with your existing platforms,
making it easier to keep track of
leads, sales, and customer
interactions in one place.  

Thryv

Zoho provides a comprehensive
suite for managing sales,
marketing, and customer service.
Its automation features help you
schedule follow-up emails, set
reminders for critical tasks, and
track conversions.

Zoho CRM

Designed to streamline the sales
process, Pipedrive allows you to
visualize your sales pipeline and
easily track actions taken for each
lead. Its intuitive interface makes
it simple to manage sales
communications and close deals
efficiently.

Pipedrive

Specifically built for home service
businesses, Jobber integrates
CRM features with job
scheduling, invoicing, and
customer tracking. It’s an
excellent tool for managing both
customer interactions and field
service operations. 

Jobber

Using these tools allows you to
automate tasks, track lead
statuses, and ensure timely
follow-ups. By leveraging CRM
systems, you’ll maintain a
seamless flow of communication
and move leads through the
sales funnel with ease. 

Managing Your Sales Funnel: Tools for Success
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Phone

Effective phone communication is essential in the
HVAC industry, where the first interaction can set
the tone for the entire customer relationship. 

Email

Email communication is a crucial tool for maintaining
professional and consistent interactions with your
customers. Prewritten templates can save time
while ensuring that every message is clear,
courteous, and aligned with your brand’s voice. 

Common Customer Communications: Phone,
Email, and Text Messaging

Text Messaging

Text messaging is a powerful tool for quick, efficient
communication with your customers. It allows you to
send reminders, updates, and confirmations directly
to their phones, making it easy for them to stay
informed about your services. 
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Initial Inquiry Call Script

"Thank you for calling [Your HVAC Business Name]. This is [Your Name].

How can I assist you today?" 

Customer explains their HVAC issue

"I’m sorry to hear that you’re having trouble with your system. Can you tell

me more about the issue you’re experiencing so we can find the best

solution for you?" 

Customer provides details

"Thank you for that information. We specialize in handling issues like yours,

and I’d be happy to set up an appointment for one of our technicians to

come out and take a look. Does [Date and Time] work for you?" 

Start with a friendly and professional tone. 

Ask clarifying questions to understand the
customer’s needs. 

Briefly explain how your business can
address their needs. 

Key Points

Offer to schedule an appointment or
provide further information. 

Sample Script

Common Customer Communications: Phone
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Service Appointment Booking Script 

"To confirm, you’re experiencing issues with your air conditioning unit.

We have an available slot on [Date] at [Time]. Does that work for you?" 

Customer confirms

"Great! We’ll schedule your appointment for [Date and Time]. Please

ensure that the area around the unit is clear for our technician. If you

need to reschedule, feel free to contact us at [Phone Number]. Thank

you, and we look forward to helping you!" 

Ensure you understand the customer’s needs.

Offer available appointment slots that suit
the customer.

Confirm the time, date, and any necessary
preparations. 

Key Points

Provide your contact details for any
changes.

Sample Script

Common Customer Communications: Phone
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Follow-Up Call Script After Service 

"Hi [Customer Name], this is [Your Name] from [Your HVAC Business

Name]. I wanted to follow up on the service we provided for your [HVAC

System] on [Date]. How is everything working now?" 

Customer responds

"I’m glad to hear that! We strive to provide the best service possible, and

your feedback is important to us. If you have a moment, we’d appreciate

it if you could leave us a review. Also, I wanted to mention that we offer

maintenance plans to keep your system running smoothly year-round.

Would you be interested in learning more?" 

Start by thanking the customer for their business.

Ask if the service met their expectations.

Encourage them to provide feedback or a
review.

Key Points

Suggest any maintenance plans or
additional services.

Sample Script

Common Customer Communications: Phone
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Handling Customer Complaints or Issues 

"I’m very sorry to hear about the issue you’re experiencing, [Customer

Name]. I completely understand your frustration, and I’m here to help

resolve this as quickly as possible. Let’s see what we can do to make this

right for you. Here’s what we can do…" 

Outline solution

"I’ll personally follow up with you on [Date] to ensure everything has

been resolved to your satisfaction. Thank you for bringing this to our

attention, and we appreciate your patience as we address it." 

Let the customer express their concerns fully.

Acknowledge their feelings and apologize
for any inconvenience.

Offer a solution or outline the steps you’ll
take to resolve the issue.

Key Points

Commit to following up to ensure satisfaction.

Sample Script

Common Customer Communications: Phone
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Upselling Maintenance Plans or Additional Services 

"Based on the service we provided today, I wanted to let you know

about our maintenance plan. It’s designed to keep your HVAC system

running efficiently year-round and can save you money on future repairs.

Would you be interested in hearing more about how this plan could

benefit you?" 

Tailor the offer to the customer’s needs
based on past service.

Explain how the service will benefit the
customer.

Provide simple steps to take advantage of
the offer.

Key Points Sample Script

Common Customer Communications: Phone
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Your email signature is a professional and essential component
of your sales communication, providing a clear, consistent way
for leads and clients to contact you. Here are key elements to
include in your email signature: 

Best Practices for Email Signatures

Email communication is a crucial tool for maintaining professional and consistent interactions with your

customers. Prewritten templates can save time while ensuring that every message is clear, courteous, and

aligned with your brand’s voice. 

Best regards, 

John Smith 
Sales Manager | HVAC Solutions 
[Phone Number] | [Email Address] 
[Company Logo] 
[Company Website] 
Follow us: [Social Media Links] 
Get your free consultation today! 

Sample Signature

Your Full Name and Title:  Ensure the recipient knows who you are
and your role. 
Company Name and Logo:  Reinforce brand identity. 
Phone Number and Email Address:  Provide easy contact options. 
Website Link:  Direct customers to your site for more information. 
Social Media Links:  Encourage customers to engage with your
business on other platforms. 
Call to Action:  Add a brief line inviting recipients to take the next
step (i.e., "Schedule a free consultation" or "Get a quote today"). 

Your Full Name and Title: 

Company Name and Logo:  
Phone Number and Email Address: 
Website Link: 
Social Media Links: 

Call to Action: 

Common Customer Communications: Email
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Appointment Confirmation Email 

Reaffirm the date, time, and nature of the
appointment.

Offer any tips or instructions the customer
might need before the appointment.

Provide a way for the customer to
reschedule or ask questions.

Key Points

Appointment Confirmation for [Date] at [Time]

Dear [Customer Name], 

Thank you for scheduling your HVAC service with us! This is a
confirmation of your appointment on [Date] at [Time]. Our
technician, [Technician Name], will arrive at [Location]. Please
ensure that the area around your HVAC unit is accessible. If
you need to reschedule or have any questions, feel free to
contact us at [Phone Number] or reply to this email. 

We look forward to serving you!

Best regards, 

[Your HVAC Business Name]

Subject

Body

Common Customer Communications: Email
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Service Follow-Up Email 

Thank the customer for choosing your service.

Invite the customer to share their
experience.

Suggest relevant maintenance plans or
services.

Key Points

How Did We Do?

Hi [Customer Name], 

We wanted to thank you for trusting [Your HVAC Business
Name] with your recent service on [Date]. We hope everything
is running smoothly! Your feedback is important to us, and
we’d love to hear about your experience. Please reply to this
email or leave us a review [Link to Review Site]. 

If you’re interested in keeping your system in top shape year-
round, consider our maintenance plan. We’d be happy to
provide more details. 

Thanks again, and we look forward to serving you in the future!

Best regards, 

[Your HVAC Business Name]

Subject

Body

Encourage the customer to leave an
online review.

Common Customer Communications: Email
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Payment Reminder Email 

Gently remind the customer of any outstanding
payments.

Include relevant invoice information.

Provide easy instructions for how to make
a payment.

Key Points

Friendly Payment Reminder

Dear [Customer Name], 

This is a friendly reminder that your invoice [Invoice Number]
for [Service Provided] on [Date] remains outstanding. The total
amount due is [Amount], and payment can be made via
[Payment Methods]. 

We understand that things can get busy, so if you’ve already
made this payment, please disregard this reminder. Otherwise,
we kindly ask that payment is made by [Due Date]. 

If you have any questions or need assistance, please don’t
hesitate to reach out to us at [Contact Information]. 

Thank you for your prompt attention to this matter!

Best regards, 

[Your HVAC Business Name]

Subject

Body

Let them know you’re available for any
questions or help.

Common Customer Communications: Email
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Request for Online Review Email 

Start by thanking the customer for their business.

Politely ask the customer to leave a
review.

Provide direct links to your review
platforms.

Key Points

We’d Love Your Feedback!

Hi [Customer Name], 

Thank you for choosing [Your HVAC Business Name] for
your recent service! We hope you had a positive experience
with us. If you have a moment, we’d greatly appreciate it if
you could share your feedback by leaving a review on
[Review Site Link]. 

Your feedback helps us improve and lets others know what
to expect when they choose us for their HVAC needs. 

Thanks in advance for your time and support!

Best regards, 

[Your HVAC Business Name]

Subject

Body

Common Customer Communications: Email
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Confirmations and Reminders

Keep your messages short and to the point.

Include all necessary information, such as
appointment dates, times, and any
required preparations. 

Use a friendly tone while maintaining
professionalism.

Key Points

Hi [Customer Name], this is a reminder for your HVAC
service appointment on [Date] at [Time]. Please ensure the
area around your unit is accessible. Reply to this message if
you need to reschedule. See you soon!

Example Message

Provide a way for customers to opt-out of
receiving text messages if they prefer.

Common Customer Communications: Text
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Quick Customer Updates

Send updates promptly, especially for
time-sensitive information like technician
arrival times or delays.

Be honest about any changes or issues
that may affect the service. 

Provide reassurance that you’re handling
their service with care.

Key Points

Hi [Customer Name], just a quick update: our technician
[Technician Name] is on the way and will arrive in
approximately [Time] minutes. Thank you for your patience!

Example Message

Common Customer Communications: Text
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Professional Tone

Avoid using slang or abbreviations that
might seem unprofessional.

Even though texts are brief, make sure
they convey warmth and professionalism.

Avoid sending texts too early in the
morning or late at night to respect the
customer’s time.

Key Points

Hi [Customer Name], we’ve completed the service on your
HVAC system. If you have any questions or need further
assistance, feel free to reply to this message. Thank you for
choosing [Your HVAC Business Name]!

Example Message

Common Customer Communications: Text
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Personalization

Personalizing the message with the
customer’s name can make the
interaction feel more genuine.

Include details that are specific to the
customer’s service or needs.

Key Points

Hi [Customer Name], this is a friendly reminder that your
HVAC system is due for its seasonal maintenance. Would
you like to schedule an appointment?

Example Message

Common Customer Communications: Text
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Opt-In/Opt-Out Compliance

Ensure customers have opted in to
receive text messages from your
business.

Include simple instructions for opting out
of future messages, such as replying with
“STOP.”

Key Points

Hi [Customer Name], we’re here to help with your HVAC
needs! If you’d prefer not to receive text updates, simply
reply with ‘STOP’.

Example Message

Common Customer Communications: Text
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Appointment Booking and Schedule Management

Managing HVAC Appointments

Efficient Scheduling Techniques

Handling Emergencies and Priority Appointments

Top Tools for HVAC Appointment Scheduling

Acuity Scheduling

Appointment Booking and Schedule Management 
Managing appointments effectively is crucial for the success of any HVAC business. Proper scheduling

not only ensures that your technicians are utilized efficiently, but it also keeps customers satisfied by

minimizing wait times and ensuring prompt service. In this section, we'll explore how to optimize your

appointment booking process, reduce missed appointments, handle emergencies, and choose the right

tools to streamline your operations. 
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At the heart of any successful HVAC business is a well-organized schedule. Centralizing your scheduling

system is essential to prevent double bookings and ensure everyone on your team is aligned. This means

using a single platform where all appointments, technician availability, and customer information are

stored and easily accessible. 

When scheduling appointments, it’s important to verify the availability of both your technicians and any

necessary equipment. This prevents last-minute cancellations and ensures that your team is fully prepared

for each job. Including buffer time between appointments is also a smart strategy, as it allows for

unexpected delays without causing a domino effect on the rest of your schedule. 

Another key aspect of managing appointments is communication. Keeping your customers informed about

their appointments through confirmation calls, texts, or emails helps build trust and reduces the likelihood

of missed appointments. Remember, the more informed your customer is, the smoother the service

process will be. 

Managing HVAC Appointments 
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Emergencies are a common occurrence in the HVAC industry, and your ability to manage them effectively

can set your business apart from the competition. One way to prepare for emergencies is by reserving

specific slots in your daily schedule that are dedicated solely to emergency appointments. This ensures

that you can respond quickly when a customer needs urgent help. 

Flexibility is key when managing emergencies. Be prepared to shift non-urgent appointments to

accommodate these priority cases, and always inform the affected customers promptly and professionally.

Establishing clear criteria for what constitutes an emergency is also important, as it ensures consistency in

your scheduling decisions. 

To maximize the efficiency of your scheduling, consider grouping appointments geographically. This

reduces travel time between jobs and allows your technicians to handle more appointments in a day.

Additionally, prioritizing urgent jobs, such as emergency repairs, is crucial. These should be given

precedence in your schedule, while non-urgent appointments can be rescheduled if necessary. 

Automated reminders are a powerful tool in reducing no-shows. By sending customers a reminder 24

hours before their appointment, and then another on the day of the appointment, you can significantly

decrease the likelihood of missed appointments. If a customer doesn’t confirm their appointment after

receiving a reminder, a quick follow-up call can help ensure they’ll be there. 

Efficient Scheduling Techniques 

Handling Emergencies and Priority Appointments 
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Choosing the right scheduling tool can greatly enhance your business operations. Below are some of the top tools

used in the HVAC industry, along with their pros and cons: 

Acuity Scheduling offers customizable
appointment booking with integrated
reminders and calendar syncing. It’s a
good choice for businesses that need
flexibility in scheduling. 
 
          Customizable booking options,
automatic reminders, easy to integrate
with calendars. 
           Can be expensive for premium
features, not as specialized for HVAC
industry needs.

Acuity Scheduling

Housecall Pro is a user-friendly platform
that simplifies scheduling and
dispatching. It also integrates billing and
customer communication features. 
 
          Intuitive interface, affordable
pricing, good integration options.         
           Limited advanced features, may
require additional tools for full-scale
operations. 

Housecall Pro

ServiceTitan is an advanced tool tailored
for larger HVAC businesses. It offers
powerful features for managing
appointments, customer relationships,
and service agreements. 
 
          Highly customizable, integrates
with various business systems, suitable
for large-scale operations. 
           Steeper learning curve, higher
cost, may be overwhelming for smaller
businesses.

ServiceTitan

Calendly is a simple, automated
scheduling tool that’s ideal for smaller
businesses or individual contractors. It
syncs with your calendar and allows
customers to book appointments online. 
 
          Easy to set up and use, affordable,
integrates with calendars like Google
and Outlook. 
           Limited features compared to
industry-specific tools, not ideal for
managing a large volume of
appointments.

Calendly

Jobber is a comprehensive scheduling
software designed specifically for home
service businesses. It offers features like
job tracking, invoicing, and customer
management, all in one platform.

          Robust feature set, easy to use,
excellent customer support. 
           Higher cost compared to simpler
tools, may have more features than
smaller businesses need.

Jobber

Each of these tools has its strengths and
weaknesses, so it’s important to choose
the one that best fits your business’s
size, needs, and budget. The right
scheduling tool can make a significant
difference in how efficiently your
business operates and how satisfied
your customers are with your services. 

Pros:

Cons:

Pros:

Cons:

Pros:

Cons:

Pros:

Cons:

Pros:

Cons:

Top Tools for HVAC Appointment Scheduling 

Appointment Booking and Schedule Management | 28

https://housecallpro.com/
https://www.servicetitan.com/
https://getjobber.com/


The Role of an Answering Service in HVAC Customer Service

Benefits of 24/7 Availability for Your HVAC Business

Ensuring No Call is Missed, Even After Hours or On Holidays 

Enhancing Professionalism and Consistency in Customer Interactions 

How PATLive Can Support Your Business 

Getting Started with PATLive

Answer the Phone, Answer the Phone, Answer 
the Phone!
In the HVAC industry, answering the phone promptly and professionally can make the difference between gaining a new

customer and losing one to a competitor. Customers calling an HVAC company are often dealing with urgent issues, and their

first point of contact with your business sets the tone for the entire customer experience. According to a study, 32% of

consumers say phone calls are the most frustrating customer service channel, and 38% will stop doing business with a company

if they have a bad call experience. This makes it clear that how you handle phone calls is crucial to your business’s success. 

Why the Phone (and Answering the Phone) is Important 

Why Use an Answering Service 

The Role of an Answering Service in HVAC Customer Service | 29
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Many HVAC businesses struggle to answer every call, especially during peak seasons, on holidays, or

after hours. This is where an answering service like PATLive can make a significant impact. An answering

service ensures that every call is answered, even when your team is out in the field or when the office is

closed. This means no missed opportunities and no lost customers. 

When a customer picks up the phone to call your HVAC business, they are often in need of immediate

assistance. Whether it’s a broken air conditioner in the middle of summer or a heating issue during a cold

snap, they’re looking for a quick, reliable solution. If their call goes unanswered or if they encounter an

impersonal voicemail, the likelihood of them moving on to the next company in their search results is high.

In fact, 75% - 80% of callers will not leave a voicemail, and about 85% of callers, who don’t reach you on

the first call, will not call back. Instead, they will call your competitors. 

Answering the phone is not just about being available; it’s about creating a positive first impression. A

friendly, knowledgeable voice on the other end can reassure the customer that their problem will be

handled efficiently, increasing their confidence in your service. 

Why the Phone (and Answering the Phone)
is Important 

Why Use an Answering Service 

The Role of an Answering Service in HVAC Customer Service | 30
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HVAC emergencies don’t stick to business hours, and neither should your customer service. An answering

service ensures that calls are handled even during evenings, weekends, and holidays. This can be

particularly valuable for attracting and retaining customers who need urgent assistance outside of regular

business hours. 

                                 An answering service guarantees that every call is answered, reducing the risk of

losing potential customers to competitors. 

                                                 With a trained answering service, your customers receive consistent,

professional communication no matter when they call. 

                                                            Being available 24/7 shows customers that you’re reliable and

committed to their needs, which can significantly boost customer satisfaction and loyalty. 

                                          Hiring in-house might give you a receptionist available for 40 hours per week.

However, using PATLive is often more affordable than employing a full-time receptionist. It provides you

with professional support around the clock, without the overhead costs of additional staff, ensuring every

call is handled, no matter when it comes in. 

Benefits of 24/7 Availability for Your HVAC Business

Ensuring No Call is Missed, Even After Hours or
On Holidays 

Never Miss a Call: 

Enhanced Professionalism:

Increased Customer Satisfaction: 

Cost-Effective Solution:
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PATLive offers several features that are particularly beneficial for HVAC businesses: 

How PATLive Can Support Your Business 

An answering service like PATLive provides your customers with a consistent experience every time they

call. Whether it’s taking messages, booking appointments, or handling basic inquiries, the service ensures

that your business maintains a high level of professionalism. Consistency in how customers are greeted

and assisted can build trust and reinforce your brand’s reputation. 

Enhancing Professionalism and Consistency in
Customer Interactions 

                                                                                        PATLive can prioritize and route emergency calls to
ensure they are addressed immediately. 

                                                                                The service can handle frequently asked questions,
freeing up your team to focus on more complex tasks. 

                                                                           In addition to phone calls, PATLive can also manage web
chats, ensuring that online inquiries are handled promptly. 

                                                                                       PATLive can integrate with your CRM and scheduling
tools, ensuring a seamless workflow between customer interactions and service delivery. 

                                                                      The service can schedule appointments directly into your
calendar, ensuring that your technicians' time is used efficiently. 
Booking Appointments on Your Behalf: 

Handling Emergencies and Routing Critical Calls: 

Responding to Common Customer Inquiries:

Managing Web Chats from Your Website:

Integrating with Your Existing Business Systems: 
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When you sign up with PATLive, you’re not just getting an answering service—you’re getting a dedicated

partner for your business. Every new customer receives a dedicated onboarding specialist for the first 30

days of service. This specialist will work closely with you to create effective call scripts and flows tailored

to your specific needs, whether that’s handling sales calls, booking appointments, answering frequently

asked questions, or dispatching emergency calls.  

Your onboarding specialist will also help you determine the most suitable price plan for your business,

ensuring that you get the best value from the service. Rather than starting by setting up scripts on your

own, your first step should be to consider which types of calls you’d like PATLive to handle. This

thoughtful preparation will allow PATLive to create a seamless and effective integration with your business

operations. Learn more about how to get the most out of PATLive’s onboarding on our PATLive Help

Center. 

Ready to never miss another call? Try PATLive free for 14 days and see the difference that more than 3

decades of experience can make in your business. 

Getting Started with PATLive
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Accounts Receivable Processes and Templates
Managing accounts receivable (AR) effectively is critical to maintaining a healthy cash flow in your

HVAC business. Ensuring that invoices are sent promptly, and payments are collected on time helps

you avoid financial stress and keeps your business running smoothly. In this section, we’ll explore best

practices for billing, setting clear payment terms, and utilizing the Dunning Process to manage overdue

accounts. Additionally, we’ll provide templates to streamline your AR operations. 

Accounts Receivable Processes and Templates

Communicating Payment Expectations Upfront

The Dunning Process: What It Is and Why It’s Important

Creating Accounts Receivable Templates

Automated Billing Tools

Billing Best Practices

Setting Clear Payment Terms
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Clear payment terms are essential for avoiding confusion and ensuring that customers understand when

and how they are expected to pay. Here are a few common payment terms you might consider: 

Be sure to communicate these terms clearly in your invoices and any agreements with customers.

Consistent enforcement of payment terms is key to maintaining a steady cash flow. 

Setting Clear Payment Terms

              Payment is due 30 days from the invoice date.

                                   Payment is expected immediately upon receiving the invoice.   

                                        Payment is made in installments over an agreed-upon period.

Net 30:
Due Upon Receipt:
Installment Payments:

Billing Best Practices
Invoicing should be clear, accurate, and timely. After completing a service, it’s important to send an

invoice as soon as possible. This not only reinforces professionalism but also shortens the time between

service delivery and payment. Ensure your invoices include all necessary details, such as the service

provided, the total amount due, payment options, and the due date. Establishing clear payment terms

upfront—such as "Net 30" or "Due upon receipt"—helps set expectations and reduces the likelihood of

payment delays. 

Communicating Payment Expectations Upfront 
Discussing payment terms and expectations upfront—ideally during the service agreement phase—can

prevent misunderstandings later. Make sure customers are aware of your payment terms, the due date for

their invoice, and the consequences of late payment. Clear communication from the start helps build trust

and encourages prompt payment. 
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The Dunning Process is a structured approach to collecting overdue payments through a series of reminders and escalating

actions. It’s named after "duns," an old English term for demands for payment. The purpose of this process is to systematically

encourage customers to pay outstanding invoices while maintaining a professional relationship. 

Best Practices for the Dunning Process

Dear [Customer Name], this is a friendly reminder that 

your payment for Invoice [Invoice Number] was due on

[Due Date]. Please make your payment as soon as

possible. If you’ve already paid, please disregard this

message.

Example

Start with a polite reminder a few days after the due date.

This might be as simple as a friendly email or text message

reminding the customer that their payment is overdue.

Initial Reminder

Dear [Customer Name], we noticed that your payment for

Invoice [Invoice Number] is still outstanding. Please arrange

payment within the next 7 days to avoid further action.

Example

If the initial reminder goes unanswered, send a second,

slightly firmer reminder after another week or so.

Second Reminder

Dear [Customer Name], despite our previous reminders,

your payment for Invoice [Invoice Number] remains unpaid.

If we do not receive payment within the next 7 days, we

may have to suspend services or take further action.

Example

If payment is still not received, send a final notice that may

include the intention to take further action, such as

suspending services or referring the account to collections.

Final Notice

The Dunning Process: What It Is and Why It’s Important
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Best Practices for the Dunning Process, Continued

If the final notice doesn’t prompt payment, you may need to escalate

the situation by involving a collections agency or taking legal action,

depending on the amount owed and your business policies.

Escalation

Importance of the Dunning Process
Implementing a Dunning Process is crucial because it provides a systematic way to handle overdue payments

without damaging customer relationships. It helps ensure that your business collects what it’s owed while giving

customers ample opportunity to pay. By following a structured process, you can minimize the impact of late payments

on your cash flow and reduce the likelihood of needing to write off bad debt. 

The Dunning Process is a structured approach to collecting overdue payments through a series of reminders and escalating

actions. It’s named after "duns," an old English term for demands for payment. The purpose of this process is to systematically

encourage customers to pay outstanding invoices while maintaining a professional relationship. 

The Dunning Process: What It Is and Why It’s Important
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Invoice Templates

Clearly labeled sections for services
provided, total amount due,
payment terms, and due date. 

Contact information for payment
inquiries.

Payment Reminder Templates

A friendly reminder for payments
just overdue. 

A firmer reminder for payments
significantly overdue.

A final notice template for unpaid
invoices before escalation. 

Late Payment Follow-Up Templates

A message offering to discuss
payment options or
arrangements if the customer 
is having trouble paying.

A final warning before taking
further action. 

To help you efficiently manage your accounts receivable, consider these key points as you develop your own

customized accounts receivable templates for your business: 

Creating Accounts Receivable Templates

Leveraging automated billing tools can really simplify your accounts receivable processes and ensure

consistency. Consider using software solutions like QuickBooks, Xero, or FreshBooks, which allow you to

automate invoice generation, send reminders, and even set up recurring billing for regular customers. These

tools can save lots of time, reduce errors, and improve the efficiency of your billing process and reporting. 

Automated Billing Tools
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Customer Retention Strategies
Customer retention is the lifeblood of any successful HVAC business. It’s more cost-effective to retain

an existing customer than to acquire a new one, and loyal customers are more likely to refer your

services to others. In this section, we’ll explore strategies to keep your customers coming back, from

follow-up plans to loyalty and referral programs. 

Customer Retention Strategies

Best Practices for Following Up After Sales Questions

Offering Seasonal Service Reminders

Customer Loyalty Programs

Referral Programs

Creating a Follow-Up Plan

Typical Follow-Up Times and Patterns

Sample Referral Program Messaging
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The timing and frequency of follow-ups can significantly impact customer satisfaction and retention. Here

are some best practices: 

Typical Follow-Up Times and Patterns

                                        A thank-you email or text message sent within 24 hours of service. This message

should express gratitude for the customer’s business and invite them to provide feedback. 

                                      A phone call or personalized email a week after service to ensure everything is

functioning well and the customer is satisfied. This is also a good time to remind them of any upcoming

services or maintenance they might need. 

                                      For HVAC businesses, seasonal check-ins (e.g., before summer or winter) are a

great way to remind customers of the importance of regular maintenance. These follow-ups can help

prevent issues before they arise and encourage customers to schedule preventative services. 

Immediate Follow-Up: 

One-Week Check-In: 

Seasonal Follow-Up: 

Creating a Follow-Up Plan
One of the most effective ways to ensure customer retention is by implementing a follow-up plan. After

every service, whether it’s a routine maintenance check or an emergency repair, follow up with the

customer to ensure they are satisfied with the work. This can be done through a phone call, email, or text

message. 

A good follow-up plan should be consistent and timely. Typically, follow-up contact should be made within

a few days of service completion to address any lingering concerns and to reaffirm your commitment to

customer satisfaction. By checking in with your customers, you not only demonstrate that you value their

business, but you also have the opportunity to address any issues before they escalate. 
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Best Practices for Following Up After Sales Questions 
Not all follow-ups are related to service calls. Often, a customer will reach out with questions about your

services, products, or pricing. Timely and effective follow-up on these inquiries is crucial to securing the

sale and building customer trust. 

When a potential customer contacts you with a question, aim to respond within 24 hours. Provide clear,

detailed answers, and offer to assist further. If the inquiry leads to a sale, continue to follow up post-

service to reinforce the customer’s decision and address any concerns. 

Offering Seasonal Service Reminders 
Seasonal service reminders are a proactive way to keep your customers engaged and ensure their HVAC

systems are functioning optimally year-round. These reminders should be sent out a few weeks before the

start of each season, encouraging customers to schedule maintenance or inspections. 

For example, as summer approaches, remind customers to have their air conditioning units checked. This

not only helps prevent breakdowns during peak seasons but also keeps your business top-of-mind. 
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Customer Loyalty Programs 
Loyalty programs are an excellent way to incentivize repeat business. By offering rewards such as

discounts, priority service, or even free maintenance after a certain number of visits, you encourage

customers to stay with your business rather than seeking services elsewhere. 

When designing a loyalty program, keep it simple and rewarding. Ensure that customers understand how

they can earn rewards and what the benefits are. For instance, a program might offer a 10% discount on

the next service after three completed appointments or a free check-up after five visits. 

Referral Programs 
A well-structured referral program can turn satisfied customers into your most effective marketers.

Encourage your customers to refer friends and family by offering incentives such as discounts on future

services or gift cards. 

Make it easy for customers to refer others by providing them with referral cards or a simple link to share

online. The key to a successful referral program is ensuring that the reward is appealing enough to

motivate customers to spread the word about your business. 

Refer a friend to [Your HVAC Business Name] and enjoy 10% off your next service when they complete

their first appointment. Thank you for helping us grow! 

Sample Referral Program Messaging
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Customer Feedback and Continuous Improvement
Gathering and acting on customer feedback is crucial for continuous improvement in your HVAC

business. Feedback provides valuable insights into what your customers appreciate and what areas

need improvement, helping you refine your services and enhance customer satisfaction. In this section,

we’ll explore the best practices for collecting feedback, analyzing it, and implementing changes based

on customer input. 

Customer Feedback and Continuous Improvement

Using Feedback to Improve Service

Collecting Feedback

How to Ask for Feedback at Key Moments
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Collecting Feedback
The first step in leveraging customer feedback is to establish a reliable method for collecting it. This can be done

through various channels, including surveys, feedback forms, and direct communication. It’s important to make

the feedback process easy and accessible for your customers, encouraging them to share their thoughts openly. 

Online surveys and feedback forms are popular tools for gathering customer input. These can be sent via email after a

service has been completed or embedded on your website for easy access. Tools like SurveyMonkey, Typeform, JotForm,

and HubSpot Service Hub offer customizable templates that make it simple to create and distribute surveys. 

When collecting feedback, consider using established metrics like NPS and CSAT. The Net Promoter Score measures how

likely customers are to recommend your business to others, providing insight into overall satisfaction and loyalty. The

Customer Satisfaction Score, on the other hand, assesses how satisfied customers are with a specific service or interaction. 

You can also use simpler methods, such as a “thumbs up” or “thumbs down” option, to gauge immediate reactions from

customers. These metrics offer quick, actionable insights into your customers' experiences. 

Setting Up Surveys and Feedback Forms

Net Promoter Score (NPS) vs. Customer Satisfaction Score (CSAT)
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Thank you for choosing [Your HVAC Business Name]. We value your feedback and would appreciate it if

you could take a moment to share your experience with us. Your input helps us improve our services and

better serve you in the future. [Link to Survey]

                                                Right after completion of a service, while the experience is still fresh in the

customer’s mind. 

                                             Following up after a complaint or issue has been resolved to understand the

customer’s satisfaction with the outcome. 

                                                       Periodic check-ins, such as after the winter or summer season, to gather

broader feedback on overall service quality. 

Immediately After Service:

After Resolving an Issue: 

Seasonal or Annual Check-Ins: 

How to Ask for Feedback at Key Moments
Timing is everything when it comes to requesting feedback. The most effective moments to ask for

feedback include: 

Sample Request for Feedback
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Using Feedback to Improve Service
Collecting feedback is only valuable if you use it to drive improvements. Once you’ve gathered feedback,

it’s essential to analyze it for common trends and actionable insights. Look for patterns in customer

responses—are there recurring issues or consistent praise in certain areas? This analysis will help you

identify strengths to build on and weaknesses to address. 

Organize the feedback you receive into categories such as service quality, timeliness, communication, and professionalism.

This categorization makes it easier to spot trends and determine where adjustments are needed. 

Once you’ve identified areas for improvement, the next step is to implement changes. This could involve retraining staff,

refining your service offerings, or improving communication processes. It’s also a good idea to close the loop with customers

who provided feedback, letting them know that their input has led to positive changes. This not only shows that you value

their opinions but also strengthens their loyalty to your business. 

Analyzing Feedback for Common Trends

Making Changes Based on Customer Input

Continuous improvement should be an ongoing process in your HVAC business. Regularly review feedback, make

necessary adjustments, and communicate these improvements to your customers. By consistently refining your services

based on customer input, you’ll enhance customer satisfaction and foster long-term loyalty. 

Continuous Improvement
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Responding to Online Reviews
Online reviews are a critical part of your HVAC business’s reputation. They not only influence potential

customers but also provide valuable feedback that can help you improve your services. Responding to

these reviews—both positive and negative—is essential to maintaining a strong online presence and

showing that you value customer feedback. In this section, we’ll cover best practices for handling

reviews and how to turn even negative feedback into a positive outcome. 

Responding to Online Reviews

How to Turn a Negative Experience into a Positive Outcome

Handling Positive Reviews

Addressing Negative Reviews

Tools for Getting Reviews
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                                  Always start by thanking the customer for their kind words. A simple “Thank you for

your positive feedback!” goes a long way.  

                                                   Reference something specific from their review if possible. This shows that

you’re paying attention and appreciate their unique experience.

                                                           Invite the customer to continue using your services or recommend you

to others.

Express Gratitude:

Personalize Your Response: 

Encourage Further Engagement: 

Handling Positive Reviews
Positive reviews are a testament to the quality of your service, and responding to them is an excellent

opportunity to reinforce your relationship with satisfied customers. When responding to positive reviews: 

Thank you so much, [Customer Name], for your kind words! We’re thrilled to hear that you were satisfied

with our service. It was a pleasure working with you, and we look forward to assisting you with any future

HVAC needs. Please feel free to share your experience with friends and family!

Sample Response
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                                                   It’s important to respond with a level-headed and courteous tone,

regardless of the nature of the complaint.

                                            Show that you understand the customer’s concerns and apologize for any

inconvenience they’ve experienced.

                                  If possible, offer to resolve the issue or discuss it further offline. Providing a contact

number or email shows that you’re committed to making things right.

                                   Use the feedback to identify areas for improvement in your business.

Stay Calm and Professional: 

Acknowledge the Issue: 

Offer a Resolution: 

Learn and Improve:

Addressing Negative Reviews
Negative reviews can be challenging, but how you respond can make a significant impact. A thoughtful,

professional response can demonstrate your commitment to customer satisfaction and potentially win

back a dissatisfied customer. 

Hi [Customer Name], we’re sorry to hear about your experience and appreciate you bringing this to our

attention. We strive to provide excellent service, and it seems we missed the mark in your case. We’d like

to make it right—please contact us at [Phone Number] so we can discuss a resolution. Thank you for giving

us the opportunity to improve.

Sample Response
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Encouraging satisfied customers to leave reviews can help balance out any negative feedback and boost

your overall rating. Tools like AskNicely, Jobber, and NiceJob can help automate the review request

process, making it easy for customers to leave feedback. These tools often integrate with your CRM and

can send review requests via email or text, guiding customers to the review platforms of your choice. 

Tools for Getting Reviews 

How to Turn a Negative Experience into a
Positive Outcome 
Responding effectively to negative reviews can turn a potentially damaging situation into an opportunity

for improvement and even positive publicity. When you address a customer’s concerns openly and

constructively, it demonstrates transparency and accountability, which can resonate with potential

customers reading the review. 

Moreover, when a negative review is resolved to the customer’s satisfaction, they may be willing to update

their review to reflect the positive outcome or even remove it altogether. Always follow up after resolving

an issue to ensure the customer is satisfied and to ask if they would consider revising their review. 

Hi [Customer Name], thank you for choosing [Your HVAC Business Name]. If you’re happy with our

service, we’d greatly appreciate it if you could leave us a review on [Review Platform]. Your feedback

helps us continue to improve and serve customers like you!

Sample Review Request Message
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Building a Customer Service Culture
Creating a strong customer service culture is essential for any HVAC business looking to differentiate

itself in a competitive market. A company culture centered on customer service can improve customer

satisfaction, boost employee morale, and lead to long-term business success. In this section, we’ll break

down the key components of building a customer service culture, from hiring the right people to

training and continuous improvement. 

Building a Customer Service Culture

Creating a Positive Work Environment

Empathy and Professionalism in Every Interaction

Encouraging Professionalism Across the Team

Interviewing for Customer Service: Selecting the Right People

Training Your In-House Team
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                  Candidates should demonstrate an ability to understand and share the feelings of customers.

Empathy allows them to handle customer concerns with care and build rapport.

                                         Clear and effective communication is crucial in customer service. Look for candidates

who can express themselves well, listen actively, and convey information accurately.

                                               The best customer service professionals can think on their feet and resolve issues

quickly. Ask candidates how they would handle specific scenarios to gauge their problem-solving skills.

Empathy:

Communication Skills: 

Problem-Solving Abilities: 

Interviewing for Customer Service: Selecting the
Right People 
The foundation of a strong customer service culture starts with hiring. Your team should consist of

individuals who are not only skilled but also aligned with your company’s values and committed to

providing exceptional service. When interviewing potential employees, focus on qualities such as

empathy, communication skills, and problem-solving abilities. 

Include role-playing exercises in the interview process where candidates must respond to common

customer service situations. This will give you insight into how they perform under pressure and interact

with customers.

Interview Tip

Key Traits to Look For
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Training Your In-House Team
Once you’ve assembled the right team, it’s essential to provide comprehensive training to ensure they’re

equipped to deliver top-notch service. Training should be ongoing, starting with an in-depth onboarding

process and continuing with regular updates and refresher courses. 

Components of Effective Training
                                                            Teach your team the basics of customer service, including how to greet customers,

handle inquiries, and manage complaints. Use real-life examples from your business to make the training relevant.

                                                           Ensure your team understands the HVAC services you offer inside and out. This

knowledge enables them to answer customer questions confidently and provide accurate information.

                                                    Train your team in active listening, clear communication, and empathy. Encourage them to

use positive language and remain patient, even in challenging situations.

                                              Use role-playing and scenario-based exercises to prepare your team for common customer

interactions. This hands-on approach helps them apply what they’ve learned in real-world situations.

Customer Service Best Practices: 

Product and Service Knowledge:

Communication Techniques: 

Scenario-Based Learning: 

Customer service training should not be a one-time event. Continuous education is essential to keep your team sharp and

up-to-date with the latest customer service trends and best practices. 

Continuous Education and Refresher Training 
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Training Your In-House Team
Once you’ve assembled the right team, it’s essential to provide comprehensive training to ensure they’re

equipped to deliver top-notch service. Training should be ongoing, starting with an in-depth onboarding

process and continuing with regular updates and refresher courses. 

                                        The HVAC industry, like any other, evolves over time. Whether it’s new technology, updated

service protocols, or changes in customer expectations, your team needs to be prepared.

                                               Regular training sessions help prevent complacency by keeping customer service top of mind

for your team. This ensures they continue to provide high-quality service consistently.

                                 Continuous education encourages personal and professional growth. By investing in your team’s

development, you demonstrate that you value their contributions, which can increase job satisfaction and reduce turnover.

Adapting to Changes: 

Preventing Complacency: 

Fostering Growth: 

Continuous improvement should be an ongoing process in your HVAC business. Regularly review feedback, make

necessary adjustments, and communicate these improvements to your customers. By consistently refining your services

based on customer input, you’ll enhance customer satisfaction and foster long-term loyalty. 

Best Practices

Schedule regular refresher courses, either quarterly or biannually, to review key customer service principles and introduce new

techniques. 

Encourage employees to participate in industry workshops or webinars to stay current on HVAC trends and customer service

innovations. 

Offer opportunities for team members to share their customer service experiences and solutions with colleagues, fostering a

collaborative learning environment. 

Components of Effective Training
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Creating a Positive Work Environment
A positive work environment is directly linked to better customer service. When employees feel

supported, valued, and motivated, they are more likely to go above and beyond for your customers. 

                                           Acknowledge your employees' hard work and achievements. Whether it’s through formal

recognition programs, bonuses, or simple thank-yous, recognition boosts morale and motivates employees to continue

providing excellent service.

                                                         Foster a sense of teamwork by encouraging collaboration among your employees.

Regular team meetings, brainstorming sessions, and social activities can help build strong working relationships and a

sense of camaraderie.

                                           Ensure your team has the tools and resources they need to perform their jobs effectively. This

includes up-to-date technology, access to customer information, and a comfortable working environment.

Recognize and Reward:

Encourage Team Collaboration:

Provide the Right Tools:

How to Foster a Positive Work Environment

                               Encourage your team to listen carefully to customers, acknowledging their concerns and repeating back

key points to show understanding.

                                   Train your team to use positive language, even when dealing with difficult situations. Phrases like “I

can help with that” or “Let’s find a solution together” can turn a negative interaction into a positive one.

                 Some customer interactions require patience, especially when dealing with complex issues or frustrated clients.

Remind your team that patience is key to maintaining professionalism and ensuring customer satisfaction.

Active Listening: 

Positive Language: 

Patience: 

Tips for Empathetic Communication
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Empathy and Professionalism in Every Interaction 
Empathy and professionalism are cornerstones of exceptional customer service. By consistently

demonstrating these qualities, your team can build trust and loyalty with your customers. 

Professionalism is about more than just appearance; it’s about how your team conducts themselves in every customer

interaction. Setting clear expectations and leading by example are crucial to fostering a culture of professionalism. 

Best Practices

Clearly outline what professionalism means for your business, including standards for communication, behavior, and

appearance.

Management should model the professional behavior they expect from their team. This sets a standard and reinforces the

importance of professionalism in the workplace.

When necessary, provide constructive feedback to employees to help them improve their professionalism. Offer guidance

on how they can better handle certain situations or communicate more effectively.

Building a strong customer service culture requires commitment, consistency, and a focus on continuous improvement. By

hiring the right people, providing ongoing training, fostering a positive work environment, and emphasizing empathy and

professionalism, you can create a culture that not only enhances customer satisfaction but also drives the long-term success

of your HVAC business. 

Encouraging Professionalism Across the Team 
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As we conclude this guide, it’s important to reflect on the key strategies that can transform your

HVAC business. Exceptional customer service isn’t just a nice-to-have—it’s a critical factor in

your success. By mastering effective communication, implementing strategic follow-ups, and

fostering a customer-first culture, you lay the foundation for building strong, lasting

relationships with your clients. 

  

Remember, success in the HVAC industry requires more than technical expertise. It’s about

creating positive experiences that keep customers coming back and encouraging them to refer

your services to others. Consistently delivering top-notch customer service will not only

differentiate your business from competitors but also drive customer loyalty and long-term

growth. 

  

As you move forward, consider how PATLive can play a pivotal role in supporting your

business. With 24/7 answering services, PATLive ensures that no opportunity is missed—

whether it’s handling emergency calls, booking appointments, or responding to customer

inquiries with professionalism and care. 

  

By integrating the strategies outlined in this guide, you’re not just meeting customer

expectations—you’re exceeding them. Take action today by implementing these customer

service practices and explore how PATLive’s 100% US-based answering services can further

enhance your operations. 

  

Ready to elevate your customer service game? Try PATLive free for 14 days and discover the

difference it can make for your HVAC business. Your journey to success starts now—let’s build

it together, one satisfied customer at a time. 

Your Path to HVAC Success
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