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THE BLUE COLLAR COACH






Momentum in Service Sales

Hi everybody, Kenny Chapman here, the Blue Collar Coach, your contractor coach and sales trainer coming to you with this month’s video training.  
This month I want to talk to you about momentum in service sales.  Momentum is a word that sometimes can get overused a little bit.  
What does it mean?  
Why is it so important?  

That’s something that I want to address here today. I’m with technicians frequently as I ride in different parts of the country and do video training in Australia and Canada and do coaching with companies all over the place.  

What is it in a particular market that gives one technician tremendous momentum and another technician struggles?  Within the same company, within the same system, with the same type of vehicle, with the same tools, the same products, the same everything except a different person running the call. 

Let’s look at momentum this week because momentum can cut both ways. If you’re in a little bit of a slump, this happens to the best of us.  I don’t care what your sales board says today.  I don’t care who’s at the top.  I don’t care who’s at the bottom.  I don’t care about your last four weeks.  
I care about today and your next four weeks.  
I care about today and your next 90 days.  
I care about today and what you’re going to do today on that first call and first call only.  

That’s the only place that you can begin to impact momentum, and if you’ve got it and if you’re running it you need to continue it.  You must keep it going. 
For example, if you think about driving in your car and you need to get onto the onramp to get up to speed on the interstate you have to mash the gas. Sometimes you have to hit it all the way to the floor and ramp that thing up and you start building RPM’s.  You start increasing speed and you’re coming up that ramp, coming up that ramp and then you get up to the interstate.  

Now you’re at speed and what happens to that accelerator?  You need to depress it a little bit.  You have to start backing it off just a little bit and then you’re going to maintain that speed as you go, but you can let it off a little bit.  
The same thing is true with goal setting with accomplishing the things that you want with your service sales momentum, but you never let off the gas completely or what happens?  You’ll slow down and you’d better get off that interstate.  But you don’t have to operate with that gas mashed to the floor like you do when you first get going. 

Part of why I work with technicians as much as I do is that I want to free you guys up!  I want to make things a little bit easier for you.  I want you to get better results with less headaches, stress and problems and more positivity, fun, salary and benefits.  I want to help you increase these things but it’s up to you.  It’s not about the company, it’s about you improving your own performance so you can thrive within this system that you’ve chosen to operate in.  

Let me say that again:

So you can thrive within this system that you’ve chosen to operate in.  
This is about service sales momentum today.  And regardless of where you are, what I know when it comes to impacting momentum, to taking on some momentum, is that sometimes we look too far out and we just get overwhelmed.  
It’s like my gosh, here we are when I’m recording this video it’s middle of the year now already and you might be looking at your annual goal thinking man, there’s no way, I can’t make it up.  I’m too far shot.  
Really??  

What do you need to do to make it up?  What would it take from a momentum standpoint?  We look so far ahead and then we go, “Oh, this year’s done.”  Then you penalize your family, you penalize yourself, and you penalize your company because you check out and think, I’m done, there’s no way.  
No, stop that way of thinking!  

Shorten that focus.  Shorten what you’re really looking at.  
I want no more than a 90-day challenge within yourself as you think about: What can I accomplish here in the next three months?  Chunk it down even further than that if you need to.  What can you do in the next week or two?  You can have a bad week and a good week multiple times within a 90-day period and still crush it when it comes to hitting your goal. 

I don’t want you focused on a year or five years, I want us focused on a manageable amount of time for you when you can really think about that.  Okay?  
So, why is momentum so important?  You’ve seen it.  You can see it with different peers of yours.  You see it in athletics.  You see it in business; you see it in all different areas and ways.  It comes and it goes and it shifts.  I want you stacking it in your favor more often than not.  

All the training that I do, all the on sites that I do, all the service sales schools that we do all over the place; we’re talking about stacking the odds in your favor…period.  Sometimes you’re going to win, and sometimes you’re not going to win.  
It’s all about process.  
Results will come and go as they will but they come and go at a lot higher level, with a lot better return, the better our process is. When I know we’re focused on gaining momentum, improving momentum and keeping momentum, really good things happen.  

Now let’s call something what it is.  Most of us watching this video, we’re in a seasonal business regardless of your trade.  I don’t care if you’re in heating and air conditioning or pest control.  I don’t care if you’re a plumber or you’re in windows, doors and siding, there is some commonality that we all have some seasonality within the chosen industries that we work in.  So that can be challenging. 

It can be like my gosh, I had some momentum, things were busy, and then all of a sudden the phone calls stop.  Now I’ve just been running maintenance calls.  Now I’m just doing all these things and I lose my momentum.  
You need to be careful there.  You’ve got to get momentum in other ways.  
Maybe you need to dive back into some correspondence courses.  

Maybe you need to sharpen some of your technical skills during these times.  
Maybe you need to listen to some podcasts, pay attention to some positive professional development videos and audios on YouTube, or whatever it is for you.  
You MUST maintain momentum even when things slow down around you.  It’s all about you.  You’re the one that impacts your performance.  

There’s opportunity that exists in your company based on the calls that are handed out today regardless.  
Some of you are going to win with them, and some of you are going to struggle with them.  
Some of you are going to take full ownership for it.  
Some of you are going to blame the customers and the company for the results you get today.  
I know this and I get it and I know it’s a real thing.  I want to empower you to take your own personal power back so you impact your performance.  
Momentum in Basketball
Think about momentum.  You don’t have to be a basketball fan to know or to have seen when this happens in a game.  
It could be watching your daughter in a middle school or in a junior high game all the way up to watching the NBA finals on TV or the final four in college basketball. Basketball is a good example because we see teams that are just neck and neck and it’s trading basket for basket and they’re up by two and then they’re even and then they’re up by two and they’re even and now they’re up by two and then they’re back even now this team’s up by two again and now they’re back to even.  

Then all of a sudden somebody does something right or they catch a break or they hit a three pointer and all of a sudden boom, there’s momentum and now it’s a ten to two run. They’re up by eight all of a sudden.  It seems like it happened out of nowhere and now what does that coach of the opposing team generally do?  
He takes a time out.  

Time out, let’s take a step back, hold on.  Wait a minute.  We’ve got to regroup.  We need to stop this.  
We have to try to stop their momentum and try to get ours back.  They take that time out, and I want us to think about that here today. Why? I see day after day turn into week after week which turns into month after month of technicians going, well this is what I’m going to get.  This is the result I’m going to get. I can’t do any better than this.  This is what the market bears.  This is what other guys in my company do and they don’t look outside and look at what’s really possible.  
That’s not a criticism to any of you guys whatsoever; I do this for you.  I’m in this game to help you accomplish more of what you want to or I wouldn’t be doing this. This is about helping you.  
Sometimes we all need it.  I’ve got blind spots.  Sometimes I need to get out of my own way.  It’s the same with you.  I’m not saying anything to you that I don’t believe in and use with myself as well.  Momentum’s critical, momentum’s important.  
Here are a couple other things if you think about the basketball deal. 
It doesn’t just happen immediately.  Generally when the game starts it’s not just this ten to two run right out of the gate.  Now, that can happen and we certainly have service calls that’ll happen like that from time to time, but more often than not it takes a little bit of time.  
We have to do this for a while.  We have to run a few calls.  We have to get comfortable, right?  So certainly it’s not uncommon that it takes a little bit of time to build into this momentum.  

It doesn’t happen immediately, so why am I making such a big deal out of that?  Because most of us give up before we hit our goal.  

Take this game of basketball, for example. 
Sometimes these momentum shifts will happen from team to team a few times throughout a game partially because the other team has to keep playing.  There’s a clock running.  They have to play during that game.  There’s no clock running on us.  We can check out from our goals any time.  Right?  
Don’t Be a “Goal Rabbit”

Don’t become one of these “goal rabbits” as I call them.  
If you want to do $10,000 a week then commit to doing $10,000 a week.  Don’t be a goal rabbit saying well, I’d kind of like to do $10,000 a week but nah, I didn’t hit it this week.  Maybe $8,000.  Well I missed that this week; I wonder if I could do $6,000. 
I’m all about baby steps and incremental steps as we’re moving forward, but don’t let yourself off the hook.  
Keep playing the game.  

“Goal rabbits” are the ones that just hop from goal to goal.  
I want to lose weight this month.   
Now this month I want a new relationship.  
Oh, this month I want to have a better time with my kids.  
Wait a minute.  It’s okay to set multiple goals and to adjust as you move forward, but don’t just be hopping from one thing to the next.  You’ve got to play the game and invest the time.
Ten Ways to Build and Improve Momentum  

Now, there are ten ways that I want to tell you about and give you a system to improve momentum.  Just ten simple things.  It seems like a lot, but it’s not. This is how you build it.  This is how you improve it.  This is how you increase it. 
#1: Stick to Your Process and Plan 
Number one is to stick to your process and your plan.  The first thing you need to do is have a plan and then stick to it. We all have processes.  

You’ll hear me talk in my schools that it’s more about process than result and some of the owners are going wait a minute, I need to have results!  I get that.  But quality process leads to quality result so I don’t want technicians focused on result, result, and result.  
I want you focused on process, process, and process.  
That’s how you build momentum and you don’t take it so personally if one call doesn’t work out, because you do have another one that you might have an opportunity with coming up soon.  
First focus on the plan, then stick to the plan.
#2: Increase Your Urgency

Number two is: increase your level of urgency. I see this opportunity so often when I’m with you guys and gals in the truck.  
We do the company meeting, we get some stuff together, get our uniforms all dialed in, and now we get in the truck; it’s Tuesday morning.  I had Monday yesterday that I worked but now oh man, I have to go to the gas station, I need to get some coffee, I’ve got to call my wife.  Now maybe I’ll get around to calling the customer.  It’s kind of a slow start getting rolling.  

No, urgency builds momentum.  You don’t have to be crazy. I don’t want chaos.  I don’t want you running like mad.  
I want controlled urgency.  
I want a little pep in your step.  
I want you to be ready to go, to not be hurried.  
I don’t want you in a hurry.  I just want you to have some controlled urgency when you go about it. That is the second thing we focus on. 
#3: Break Our of Your Comfort Zone 

Number three is: break out of your comfort zone! Wherever you are today is based on a function of your comfort zone.  And guess what?  It’s probably a bigger number.  
You are probably selling more and handling customer service better than you ever have in your career, and that’s because you’ve broken out of your comfort zone to get to that level.  

-What got you here will not get you there.  
-You have to change.  
-You have to evolve.  
-You have to embrace different strategies, techniques, desires, and mindset in order to get where you want, but your current comfort zone is holding you back from the results you really want. 
Therefore, we’ve got to break out of it. 
#4: Crush Obstacles 

Number four is: crush obstacles. I don’t want you pussyfooting around.  I don’t want you taking your time and tiptoeing around this and that.  
Something’s in my way; what is it?  What’s holding me back?  What’s stopping me from developing this urgency?  Why am I doing this?  

If I’m having a hard time finding it for my company, and myself what about my family?  What’s the point behind this?  What would an extra $500.00 a month in my paycheck mean to my family?
Then, when I have an obstacle come up I’m going to crush that thing and move right through it to get to the results that I deserve and my customer deserves as well.  When obstacles come up, you crush them…period. 
#5: Maximize Opportunities 

Number five is: maximize opportunities.  We’re going to have opportunities come and go.  We say, “Oh, there are no bad calls.”  Well, there are no bad calls for a customer.  
Are there certain calls that have more opportunities than others?  Yeah there are.  
Do we pre-judge calls way more than we should?  Absolutely.  It happens every time I’m on site.  

As I record this video, I’m leaving tomorrow to go on a weeklong onsite and I’m sure that I’ll see a time when there are opportunities that aren’t maximized.  
Sometimes this can be from a blatant blind spot where I didn’t even see it; I didn’t realize that it was even there.  Sometimes it can be overlooked.  I saw it but I don’t want to overwhelm this customer.  Overwhelming customers is a function of a poor presentation…period.  You should never overwhelm a customer if you have a well thought out educational process to how you present their options.  
So, if there’s opportunity there, I want you to maximize your opportunity every time you can.  
#6: Focus on the Positive

Number six is: focus on the positive.  We hear no a lot. It’s a function of what we do.  
You need to hear no a lot.  
If I’m going to craft a quality option sheet and I have six different things on there, I might hear no five times and still win.  
But what I see is technicians that don’t take no well: “No I don’t want that one.”  Oh, it’s like I got kicked in the stomach.  “No, that one’s not interesting to me either,” oh, I got kicked again.  

“Yes, this $1,200.00 option, I do want to go with that but no, I don’t want those last three either.”  
And all of a sudden I’ll see a technicians’ physiology just change: ah, only $1,200.00, that’s the only one they’re doing.  Man I had $5,000.00 on here, darn it. 
Hey, it’s whatever they want.  If you educated them and they understand the good, bad and the ugly behind it, they understand how it fits their wants, needs and desires, do all you can do and that’s it. 

Focus on what’s positive.  Don’t get caught up in the negative.  There is a lot of negativity in their life.  Some people are so negative you walk into a room and they’ll suck the life right out of you.  Right?  
Protect yourself from that.  Stay focused on the positive.  
That doesn’t mean that I don’t look at areas of opportunity for me to improve, the places that I made mistakes.  That means that I go okay, look, what are the things that are going really good?  That’s how I build momentum.  
#7: Find Outside Support and Inspiration

Number seven is: find outside support and inspiration.  Whether it’s our training videos that you do here, or your service manager in your company, it could be peers, it could be videos on YouTube.  It could be forums on the Internet.  Whatever it is, find some peers that are accomplishing what you want to, because I see in companies that I ride with, the top technicians will talk to each other after every call.  The bottom technicians will talk to each other after every call.  And I don’t say top and bottom based on the quality of people they are, I’m talking about simple sales results.  

So, find the people that are supporting and doing what you want to do and learn from them.  
You don’t have to be that person.  You don’t have to be like them, just learn what they’re doing effectively so you can implement it into your process.  You don’t have to reinvent the wheel. 
Model what works with other people, but be yourself.  I’m here to help you become more of who you are, not make you something that you’re not.  Let’s be very clear about that.
#8: Build on Success  

Number eight is: build on success.  That’s what makes momentum go, and that’s how I hit that three pointer.  Bam, I just felt it.  Now the next time I’m down, maybe I’m a couple feet inside the line but I’m just feeling it, I’m in the rhythm, I’m in the groove.  
The same thing happens with our service calls.  Make sure you focus on it, though.  Make sure you’re building on your own success.  That helps create momentum.
#9: Measure Yourself  

Number nine is: measure yourself.  I don’t know if you’ve got a board that your company uses to measure.  
The top technicians I see all over the place keep score for themselves.  
-They have their own goal. 
-They might have a company goal that they have to meet as a bare minimum, and then they also have their own goal.  
-They’re keeping score on themselves.  
-They know what kind of day they had.  
-They know what kind of week they’re having.  
-They know what kind of month they’re having, because we’ve got to keep score.  

As a San Diego Chargers fan, no matter how bad we might be getting beaten, they don’t turn off that scoreboard because it is what it is.  It doesn’t matter if I’m at a home game in San Diego and everybody’s kind of bummed out because we’re getting our tails beat. They don’t turn off the scoreboard because it is what it is.  
So why do we only tend to keep score when things are going well?
It’s not about looking at a bad score and thinking, oh man, I’m bad, and I can’t do this.  This is difficult, blah, blah, blah.  

It’s about looking at it going, Hey, I’ve got some area of improvement.  
What can I focus on?  
How can I build on some success?  
How can I focus on the positive?  
Where do I need to really look at this?  
How do I get back to my process in step number one?  
That’s what it’s all about.
#10: Do Your Very Best

Number ten, last, but certainly not least.  Do your very best…period.  Do your very best.  
All I want from you, ladies and gentlemen, is just your best.  
Your best is going to be different than the person sitting next to you.  
Their best is going to be different than the person in front of them.  
That’s okay.  It varies.  It varies based on how we feel.  It varies on our current status.  It varies on our education.  It varies on how much sleep we got the night before.  It varies but wherever it is, there is a benchmark of your best from that place, and I want it.  

You’ve got more and I want it.  This is about momentum.  
This is one of the keys to your success.  This is about you embracing it.  
This is about you building on that success so you don’t have a peak week, a valley week, a peak week, and a valley week.  I want a peak week.  Okay, a decent week.  Oh another week, another week, another week, another week, another week, okay another week here.  
That’s what it’s all about.  

I’m Kenny Chapman, the Blue Collar Coach, your sales coach and contractor trainer.  Until we talk again, I want you to focus on building this momentum. Have a better than fantastic week, and I’ll see you next time!
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