CHOICE™
Service Call Playbook

6 Steps to Build a
High-Performance, Service Team

— BUSINESS GROWTH —

LET'S GROW!

Author, Kerry S. Webb



—
CHOICE Service Call Playbook

Table of Contents

Intro to Trainer Guide
Introduction to the CHOICE Service Model

O O O O O O

C — Character, Control & Competence
H — Happy Greeting
O - Overview of System Issues with Optimism

| — Inspect, Diagnose & Options to Resolve All Issues

C — Complete Care
E — Extra Choices for Effectiveness

Section 1 — Competence & Character
Overview & Explanation

o

O O O O O

The “Why Loop”

Field Stories & Examples

Three Habits That Build Trust

Competence & Character Checklist
Competence & Character Quiz & Answer Key
Competence & Character Progress Tracker

Lesson 1: Attitude & Energy on Arrival

Lesson 2: Prepared to Win (Materials, Parts, History)

Lesson 3: Values in Action

Section 2 — Happy Hello
Overview & Explanation

0O O O O O O O ©O

Thin Slicing Psychology

Five Micro-Yes Framework
Personality Adaptation (D/I/S/C)
Field Examples

Professional Openers

Happy Hello Checklist

Happy Hello Quiz & Answer Key
Happy Hello Progress Tracker

Lesson 1: The First 90 Seconds

Lesson 2: Empathy & No-Surprise Preview

Lesson 3: Rapid Trust Language

Copyright 2026 ¢ BGSstrategies.com

= IIUS"IESS GROWTH—

SUAEGIES

LET'S GROW!

p-5

p.7

p- 24

469-878-9322 -
2




= BUSINESS GROWTH—

SUAEGIES

I LET'S GROW!
Section 3 — Overview & Explore the Problem p- 42

Overview with Optimism — Inquire First
Inquiry Framework

Open — Probe — Confirm

Priority Discovery

Environmental Triggers

Inquiry Checklist

Quiz & Answer Key

Progress Tracker

0O 0O O 0O O O ©O

Overview with Optimism — Explore Second
o Safety Checks

Exploration & Measurement

Airflow & Static Pressure

Environmental Evaluation

Evidence Gathering

Exploration Checklist

Quiz & Answer Key

Progress Tracker

0O O O O O O ©O

Lesson 1: Inquire First (History, Impact, & Customer Priorities)
Lesson 2: Explore Second (Turn Symptoms into Evidence)

Lesson 3: Model Optimism & Confidence (Be a Trusted Advisor)

Section 4 — Inspect, Diagnose & Options to Resolve All Issues p. 69
Overview & Explanation

Good / Better / Best

FAB Statements

Risk Reduction Language

Evidence-Based Recommendations

Option Presentation Checklist

Inspect — Diagnose — Options Quiz & Answer Key

Progress Tracker — Diagnostic & Options Skills

0O O O 0O O O ©O

Lesson 1: Diagnostic Every Time (Options for Resolving the Problem)
Lesson 2: Best/Better/Good (3 Professional Recommendations)

Lesson 3: Decision Ownership & Same-Day Path

Copyright 2026 ¢ BGSstrategies.com ¢ 469-878-9322 -
3




— BUSINESS GROWTH—

O SRS

______________ LET'S GROW!

Section 5 — Complete Care with Gratitude p. 91
Overview & Explanation

Workspace Protection

Mid-Job Communication

Documentation Standards

Closeout Expectations

Review Requests

Complete Care Checklist

Complete Care Quiz & Answer Key
Progress Tracker — Complete Care Skills

O O O 0O 0O O O O

Lesson 1: Gratitude (Customers Remember How You Made Them Feel)
Lesson 2: Gold-Standard Documentation (Documentation Creates Trust)

Lesson 3: Follow-Through Plan (Leave Nothing Hanging)

Section 6 — Extra Choices for Effectiveness & Efficiency p-113
Overview & Explanation

Efficiency Education

IAQ / Water / Power Quality

Risk Reduction Conversations

Ethical Upsell Strategies

Reviews & Referrals

Extra Choices Checklist

Extra Choices Quiz & Answer Key

Progress Tracker — Extra Choices Skills

O O O 0O 0O O O O

Lesson 1: Teach Efficiency (Comfort May Cost, Waste Costs More)
Lesson 2: Whole-Home Quality (Protect the Family, Not Just Systems)

Lesson 3: Reviews, Referrals & Club Revisit (Creating a Great Experience)
Appendices

Role-Play Exercises Library

Field Assignment Tracking Sheets

Manager Ride-Along Evaluation Forms

Customer Communication Scripts

Review & Referral Request Templates

Technician Development & KPI Tracking

Company Values & Service Standards

Closing Summary — The Customer Always Has a CHOICE

Copyright 2026 ¢ BGSstrategies.com ¢ 469-878-9322




— BUSINESS GROWTH—

OVBAIEGES

______________ LET'S GROW!

The CHOICE™Service Call Playbook

6 Steps to Build a
High-Performance Service Team

The Customer ALWAYS has a “CHOICE”

STEP 1:

C - Character, Control, & Competence: attitude, mental prep, core values,
prepared to serve.

STEP 2:

H - Happy Greeting: smile, professional greeting, business card, five quick 'yes'
responses.

STEP 3:

O — Overview of System: Issues with Optimism: inquire first (history, impact,
wishes), explore second (health, dust, comfort, power/hot water), model upbeat

STEP 4:

| — Inspect - Diagnose — Options to Resolve All Issues: diagnostic every
time; highlight red/yellow; present 3—4 Good/Better/Best options; include maintenance
club; 'lt's your decision.'

STEP 5:

C — Complete Care: work as if for family; thorough notes; record accepted and
declined items.

STEP 6:

E — Extra Choices for Effectiveness: efficiency education; IAQ/water/power
quality; whole-home safety; return to club; 5-star review ask; leave five referral cards.
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