[image: image1.png]DA00000000E

THE BLUE COLLAR COACH






Removing Barriers From Technician Success

Hi, everybody.  I’m Kenny Chapman.  I’m your contractor coach and your sales trainer.  Today, I want to talk to you a little bit about some barriers that could be in your way.  
Remove Barriers, Increase Sales

This is about barriers to technician success.  This is about you as a selling technician, you as a customer service agent, you as somebody that’s been designated to go out and take care of customers. You are responsible for offering them the best solutions in their homes, and to be an assistant buyer through the process.  
We all have tendencies to allow things to come into our space and get in the way a little bit. Often on these videos we’ll train specific sales techniques and talk about certain presentation techniques, ways to connect with customers better, and all the different aspects of the process. 

Today, this is about you as a technician and this is about barriers that get in the way of creating the ultimate success that you possibly can within this position that you’ve chosen to take at this company.  
First of all, let me start with this. I actually did this exact kind of meeting this morning for my own plumbing/heating/air conditioning company with my technicians and I want to share a few things that I got from them.  Because I can’t see you and I can’t hear from you, I’ll share a couple of insights that my technicians gave me as we walk through this process.

Do We Create Our Own Barriers? 

We’re going to talk about four different types of barriers that we bring in and block our way as successful technicians and as successful customer service and sales people.
But, before I get into that, I just want to ask you a quick question: do people actually create barriers to their ultimate success?  
So, do people actually create barriers to their own success?  What do you think?  
This morning, I asked my guys, “Okay, so, think about this question; tell me what you think.”  They talked for a couple minutes and then said, “Okay Kenny, we’ve got it.”  
I said, “So, what do you think?  Do we create barriers?”  
And they said, “Yes, absolutely.  We create barriers.”  
Well, if that’s true, which, consciously thinking with an objective mind, you would say, “Why would we create barriers?  It doesn’t make sense. I’m a good technician.  I’m good with people.  I want to be successful.  So, why would I intentionally create a barrier to that?” 
Then I said, “Okay, if that’s the case, and we if do block things then ‘how,’ number 1, and number 2, ‘why?’  How would these things show up?”  
One answer they gave was: It shows up in attitudes.  Okay, yes, attitude is a very global concept.  That covers a lot of things here.  But certainly, it can show up in having a bad attitude.

“What are other ways barriers show up?”  
Then they talked about managing your time and jumping ahead to the next call. Yes, we might only dispatch one call a day, but we know if it’s 110 degrees outside, chances are you might have another call after this one, even though we’re not giving you another call.  So, even though you’re thinking about that, we want you to stay focused on what you’re doing right here. Human behavior/human nature, however, is to think ahead and we’ve got to manage this mindset. 
Four Barriers to Success

Today I want to just give you four things that we know absolutely block people; they are barriers to people’s success. 
Barrier #1: Negative Thinking

Now, if you’ve been around me, if you’ve watched some of my stuff, you’ll realize I’m a pretty positive guy.  You also may not know about me that most of the time, most of the content I train, it’s about the content I need to hear the most at the time that I train.  
And so, it’s not like I just bounce out of the bed every day.  One of my guys said this morning, “You know when you’ve gotten up on the wrong side of the bed, kind of how your day is going to transpire and unfold?”  
And I said, “Wait a minute guys.  Am I the only one here that’s ever owned that damn bed where neither side was good?  Have you ever had that bed?  It’s like, I can get out of this side and it’s the wrong side of bed.  I can get out of this side; it’s still the wrong side of bed.  I’m going to have a crappy day no matter what.  Right?  
We’ve all had these experiences in life. 

So, we need to examine negative thinking. I talk about the people you’re around and the thoughts that you don’t manage in your mind that are so critical.  
We have this tendency to go negative.  We just come up jumping to what’s wrong instead of what’s right.  Negative thinking is a big barrier.  
You can also look at two different sides of a scenario and say: it’s pretty good.  
A Positive Perspective from Australia

As I’m recording this video, it’s a few months after I got back from spending over a month in Australia. As I lived and worked in Australia, my wife and I submersed ourselves in the culture. 
We spent this time together there working and coaching and doing ride-alongs, and out of all this time that we spent there, there was only world news.  
There was local Australian news and there was global news.  So, once in awhile, we’d get a little snippet about the U.S. presidential election or hear what somebody was saying about it.  But, there really was just not much news from America.  
As a result of this:

1. My mind isn’t really tuned-in caring that much about what’s going on because long-term it really doesn’t affect me as I’m immersed in this other culture.  
2. There wasn’t all this constant negative news that our culture breeds.  You know, they say in the news industry, “If it bleeds it leads.”  Right?  When it comes to how they’re putting stories together, “If it bleeds, then it leads.”  Right?  
So, you always get this negative reporting: there are car crashes, there are murders, there’s something negative to the top story to get you to come back.  It’s not, “There’s this great, positive thing happening.”  So, we’re just conditioned this way. 
Where Are YOUR Thoughts Focused?

It’s been proven we have 40 to 60,000 thoughts a day.  For most human beings, over 80 percent of those are negative thoughts.  
Think about that for a minute. 
So, one of the ways we create barriers that can sabotage our success is exactly what’s going on right in our minds and it’s how we think about situations. 
-Nothing is right or wrong.  
-Nothing is good or bad. 
-Only how we interpret a situation makes it so. 
So, I come back from all this time in Australia and I get back to the U.S. and it’s like, my gosh, everybody that I met there wants to either live here, talked about the last time they came here or told us about when they plan to come to the United States of America.  
Now, the U.S. seems like a pretty positive place to be. Keep in mind, Australia is far from being a third world, underprivileged country; this is a positive country, very progressive, with a good economy and lots of really positive things going on there. It’s kind of a melting pot of the progressive world there, and as a culture, I’ll say, not everybody thinks very highly of America.  Overall, most of the people we rubbed shoulders with would like to be here.  
And yet, we come back to the U.S. and as soon as we start seeing TV and newspapers and hearing things, it’s negative, negative, negative.  It’s the economy, it’s the business, it’s the taxes, and it’s the politics. I mean, insert negative news topic here.  
Let’s look at what’s right instead of what’s wrong, ladies and gentlemen.  That is number 1.  That’s the number 1 thing that people put in their way.  And, I’m not saying take an ostrich approach.  I’m not saying bury your head in the sand and let’s pretend like nothing is happening.  If there’s a challenge, it’s a challenge, but let’s call it what it is and let’s get ready to do something about it.
Barrier #2: Blindly Believing What Others Tell Us
A big barrier that we create is blindly believing what other people are telling us. Now, what do I mean by that?  
I’m going to take you all the way back for a second. I’m going to take you back to your conditioning.  I’m going to take you back to the way we were raised.  I say “we” because I’m right there too.  
Remember these phrases?  
“No, you can’t do that.” 
“No, you’ll never be good enough for that.”  
“No, you can’t really always get what you want.”  
“No, it’s not always all good.”  
These are different phrases, different things that people tell you.  It’s your choice whether you believe them or not.

Opinions About My Book

I remember when I wrote my first book, I had a mentor of mine tell me, “Regardless of what friends and family tell you about your book, don’t believe them.”  
And I said, “Okay, well, what do you mean by that?”  
He replied, “Just don’t believe them because they’re not going to tell you the truth.”  Because they’re either going to say, “Oh man, Kenny, that was a great book, that was the best book I’ve ever read.”  
Is that true or not?  They’re family, they’re friends.  Of course not.  
They’re telling me something that they think I want to hear.  
On the other side of things, “Man, that’s just not a very good book. You know, you don’t even have a college degree, Kenny.  I don’t know what you’re thinking trying to become an author.  You probably really just shouldn’t go there, you probably shouldn’t do this thing.”  
Is that true?  Probably not.  
I get it.  I don’t have a college degree and I might not be the most formally educated person – “formal” meaning sitting in a classroom – though I’m well read, though I do study, though I do pay attention.  I might not be the most grammatically correct or always say the right thing, but guess what?  I’ve got a desire.  
So, does that make it right that they say, “No, it’s not true”?  Not necessarily because it could just be that I’m making them uncomfortable because I don’t have a college degree, because I might not be the most grammatically correct, because I’ve done some things in my life that have overcome and some challenges that I have, might make them just a little bit uncomfortable.  
So don’t always believe everything people tell you.  If I tell you that, it doesn’t make it so.  Only you make it so.  
If you tell me, “Kenny, that’s not a very good book.”  Okay.  Does that mean it’s really not or does that mean it’s really good?  
Somebody else can say, “Man, that’s the best book I’ve ever read, Kenny. I want to hire you to come in to my company and work with my team based on what you wrote in that book.”  But, this person over here is saying it’s no good.  This person over here wants to hire me because it’s so good.  
Who’s right?  Neither one?  Both of them?  
I don’t know, but I’ve got to look at what’s right for me.  And, I’ve got to know I gave it everything I’ve got.  Yeah, it could be better.  The next one will probably improve.  I’ll change some things.  I’ll do some things differently.  
Why?  Because I’ve had an experience and I’ve learned.  
So number 2 is: don’t believe what other people tell you blindly.  Make up your own mind.  Make your own decisions.  It’s how you feel.  Life’s too hard not to make it a little easier when we can, ladies and gentlemen.  
We create these barriers and the first is our negative thinking and the second is just blindly believing what other people tell us, “Man, you can’t do that.” Before one of my 2-day technician sales training schools, somebody will always call and say, “Okay, Kenny, I’m thinking about sending this guy, but, man, I’m not sure if he gets it or not.”  
When do you know if somebody really gets it? Well, when they make a decision or when you make a decision (if you’ve trained them and they can do it and they’re not going or able to.) Now, it’s not my perspective of what I think of you.  It’s the results and it’s the reality. 
So, you’ve got to do some research or you’ve got to do some soul searching within yourself before you believe what other people might tell you.
Barrier #3: Focusing on Our Weaknesses Instead of Strengths

We look at what’s wrong and we focus on that within ourselves, within our own ability, within our behavior, within our communication styles, all these different things.  We look at our weaknesses.  
So, this morning we were talking about this in my sales meeting.  One of my top techs has a tendency to talk a little too much.  He really connects with people well.  He really builds trust well.  He really creates a nice option sheet.  He asks a lot of good questions.  
Then when he sits down to start presenting, or even as he’s going through his discovery process of the call, he’ll start talking a little bit and he’ll kind of end up off topic and just needs to simplify things.  So, my General Manager John and I have been kind of been working with him and coaching him on how he can do this.  
Well, then last week, he had a little dip in his sales and a few things didn’t go his way.  He didn’t close a couple deals he was working on.  So, this morning, we were talking about that.  So, is it possible that he was so focused on a weakness that it took him out of his normal game?  Or, is it just the way that the ball bounced and the way things laid out that his deals didn’t come through the way that he wanted to that particular week?  We win some; we lose some.  That’s kind of how the game works.  
In reality, we’re always winning because the ones that we lose, we get to examine.  We get to take a step back and ask, “What does that mean to me? How does that look?”  
Focus on The Right Things

So, one of my other techs is big into golf and he’s really working on changing things.  (Even if you’re not a golfer, a slice is when it just veers off to the right.) I asked him, “So, if you’re talking about focusing on weakness not strength, you want to change your game.  You want to eliminate this big slice that you’ve got where you hit the ball and it just takes off and goes off to the right straight away.  
You want to eliminate that. So if you get over the tee and you’re standing there and you’re ready to hit and if all the thoughts in your head are going, ‘Okay, I just don’t want to slice.  I’m not going to slice.  I’ve been working on not slicing.  So I’m not going to hit it right.  This time, anything but right is good.’  
Where am I going to hit that ball 90 percent of the time?”  
It will go the right.  Why?  Because that’s where I’m focused.  I’m focused on a weakness instead of focusing on, “Okay, keep my head down, behind the ball.  Keep my weight balanced.  Keep whatever eliminates a slice.”  I’m not a golf instructor, but I’m just saying those are the areas you would want to focus on.  

So, is it possible?  Then I asked my crew, I said, “Okay, what is this technician really good at that we’re talking about?”  Then they told me what I just told you. He’s really good at connecting.  He always finds a relatable topic with the client.  He gets on their side of the fence, if you will, when it comes to, the situation and what’s going on.  He empathizes really well.  He has great compassion for a client.  He does great job of getting though the home and asking all kinds of questions so he can build a really nice list when it comes to his option sheet.  He’s really good at all these things.  This is coming from his peers. 
Okay, great.  He does all these things well.  
Now, is it possible that he can show up at a service call and say, “Okay, I’m really good at connecting.  I’m really good at empathy.  I’m really good at discovering the entire situation.  I’m really good at putting an option sheet together.  But, sometimes I over-talk just a little bit, so now, I’m going to do all the things that I normally do so well even better and I’m going to do it with fewer words. Let’s do it.  Let’s go.  Game on.” 
That’s what we’re talking about here.

I don’t want you hanging out with everything that’s wrong, all the negativity.  
“Man, I just can’t get there.  I can’t do it.”  Right?  We’ve got to be careful there.  Okay?  
Focus on your strengths while you’re slowly improving your weaknesses.  All I want is forward movement.  
All I’m after is for you to find out where you are today and advance positively moving forward.  That’s it.  I just want to move the ball forward. So, that’s number 3: people focus on weaknesses versus focusing on their strengths.
Barrier #4: Making Excuses
The number 4 barrier to technician success is this: making excuses about why I can’t do something instead of why I can.  
This happens all the time, to all of us at all levels.  The customer doesn’t have money.  Oh, the financing didn’t go through.  You understand what I’m talking about. Certainly some of these things are real and they’re going to happen.  
I’m talking about overall, the law of averages, the way things work most situations, most of the time with most of the customers: we can eliminate most of the excuses and put them right back on us.  
Did I leave it all on the field?  
Did I give it everything I’ve got?  
Or was it: Well, you don’t understand.  That customer doesn’t have any money.  
I have a client that I’m working with right now that was ready to close his business and move markets, literally move.  Pick up his family and move to a different market because he said, “My market just doesn’t have any money.  It’s not progressive.  I can’t charge these prices.  I’m not closing deals.  I’ve talked to my supply house and he said it’s not as good here as it is in the other market.  I talked to a realtor.  They said is not as good here as it is in another market.  Kenny, I think I’m just going to move.”  
I said, “Fine, because the day you give up on your market is the day you might as well do something else.”  
The day you give up on yourself as being a top technician, you might as well do something else.  
This is about you and your perception about what’s possible for you.  
I said, “Fine.  If you’re going to move markets, that’s cool.  But, do me this: give this market everything you’ve got while you’re getting ready to make this happen.  An amazing thing happened: they started closing deals.  They started selling more work.  They started getting momentum and now he’s not even going to the other market because he’s realizing he can do it right where he is.  
Did his customers change?  Yes or no?  Of course not!  Not at all!  He changed.  He changed his momentum in the company.  He changed how the technicians are feeling and what they’re doing in front of the customer: the interaction that we’re having, the questions we’re asking, and the relationships that we’re building.  He also stopped making excuses for why it won’t work in his market and now he’s starting to see evidence of why it is working in his market.

My friend, life is simply a journey toward actualizing a goal, and we have different steps along the road.  

Today, I just want you to take a step back for me. Pushing sales and service and so many things, once in a while we just need to look at ourselves as technicians and go, “Man, I’m doing the best I can.  I just want to improve.  I want more results.”  
Well, let’s take a step back today and say, okay, maybe it’s none of these for you or maybe it’s all of these for you. However, I know from as much as I read, study, create content, look at all kinds of different positive information, listen to it in my car, I read it in morning, I read it at night, I see it throughout the day, and I know sometimes I have a challenge with negative thinking.  
I know there are times when I still believe things that my parents told me or that people had told me that aren’t true.  But, I still buy into them and I still believe them.  I know there are times I’ve focused on what’s wrong with me instead of what’s right with me.  
Then I’ll say, “Man, Kenny, you’re not really good at X, Y and Z.”  Instead of saying, “Man, A, B, C, D, E and F you’re really good at.  Let’s focus on those while we try and improve X, Y and Z.”  

I know there are times when I make excuses for why I can’t do something instead of just saying, “No, I’m going to make an excuse for why this must happen, why this will happen, and why I’m the one to make it happen.”  
Ladies and gentlemen, life it too short for you to not take charge and do something with it.  
This is your life.  It’s not your service manager’s life.  It’s not your owner’s life.  It’s not your lead technician’s life.  It’s your life and it’s yours to do something with.  
Eliminate these barriers.  
You’re going to start closing more deals, you’re going to start making more money, you’re going to start having more fun, and you’re going to be a lot more fun to be around which is going to make all of those guys sitting around you right now feel a whole lot better.

I’m Kenny Chapman.  I’m your contractor success coach and I love to be here with you talking about sales, training, development, and improving your life.  
Eliminate these barriers.  
Find your success.  
Until we talk again, have a better than fantastic week and I’ll see you next time.
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