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THE BLUE COLLAR COACH






Tech Success in the New Connection Economy
Hi, everybody.  Welcome back.  I’m Kenny Chapman, the Blue Collar Coach, your contractor coach and trainer.  
This week we’re going to talk about technician success in this new economy. What I mean by “the new economy” is the new connection economy.
Focus on Creating a Connection  
A lot of what we’ve been training our technicians, clients, and the people that follow us is the importance of ramping up our level of connection when it comes to the sales and customer service process.

This can no longer be the transaction-based selling of previous economies and you just go in and you find the best, quickest value and out you go.  
People are craving understanding.  
People want to make the best decision.  
At the end of the day the main thing that our customers want is to know that somebody’s going to take care of them long-term.  We’re gravitating back to this.

With all the text messaging and all the e-mailing that goes on, there’s a huge lack of communication.  
I consult and coach companies that use e-mail as a primary communication tool within their offices. I’m sitting in my office here and you're sitting in your office next door and instead of talking to each other we’re just e-mailing or instant messaging back and forth.  
That’s losing human interaction.

Our customers feel it.  They're not going to voice it to us, but they want something different.  
Today I want us to really focus on how can we kind of take this sales thing and put it on the back burner for a minute.  Let’s step aside for a second and say, “How can I make this more human?  
How can I connect at a higher level than I have in the past? 
What might that mean for my option sheet, for my presentation that I make for the customer to make a good, educated buying decision with the right company to take care of their needs in their home?”

That’s what today is all about.  Here’s the thing, ladies and gentlemen.  You're either building a connection or you're not when you're out there, period.  There is no in between.  There are no ifs, ands, or buts.  It is what it is.  
You're either building it or you're taking away from it, and we’ve got to begin to really focus on how can we build it. 
As I was thinking about sharing this information with you today, I really just started reflecting back to when people really were connected, and I think back to my childhood.
Bringing Back the Human Connection

I grew up in a small town called Palisade, Colorado, about 2,500 people back then in the whole little town. What I knew from growing up is if I needed something, I’d go to the local store. 
My mom worked late putting my sister and I through school on her own, and if she was still at work and would have left me a message or note when I got home from school saying that we needed to get some pinto beans for dinner or whatever.  
So I’d hop on my bike and I would ride over to Bill’s AG and I would buy those beans that I needed. There was a good chance when I walked in there that I might see Bill stocking the shelves or actually running the checkout lane and doing a little bit of everything because it was Bill’s grocery store and all of us knew Bill.

We’d go in there and wave and say, “Hi, Bill.”  
“Hey, Kenny.  How are you doing?  What are you after today?  Is your mom working late?  What can I help you get together for you and your family’s dinner?”  
Wow.  How long has it been since that’s happened?  
That was the case back then.  If I needed to go get some cough medicine (as I had to do earlier this week as we’re going through a little challenge here in this part of the country right now) I wouldn’t run to the convenient store or the fast pharmacy that has a chain on every corner.

I would go into the Palisade Pharmacy and walk up to the front counter and Walt would say, “Hi, Kenny.  What’s going on with your family?  What do we need to get you taken care of today?” 
I would explain to Walt what I had going on. If I needed to go make a deposit as I got older and began working as soon as I turned 16, if I wanted to cash my paycheck at Palisade National Bank there was a good chance that I was going to see Mike, the owner of the bank.

These days are gone, ladies and gentlemen, and many of you listening to this might not even remember those days, and that’s okay.  I’m not trying to put us back in the ‘50s, ‘60s, ‘70s, ‘80s, or whatever.  I’m trying to mirror a human connection that really works. 
Five Ways to Build a Quality Customer Relationship
#1. Act Like the Local Corner Store 
The number one thing I want you to think about this week is to act like the old corner store.  If you don't know what that’s like, ask your parents about it.  Ask your grandparents about it.  You'll see a different look in their eyes as they remember these things.

I’m not one to look or go back and I don’t want to buy things from Walt anymore and I don’t want to go into the little grocery store anymore.  
I’d rather go into a nice, big organic supermarket today, but the reality is that’s the deal and those big, organic supermarkets that are making it today have the human interaction, they have somebody stocking the shelves.  
Maybe you don't know them but they notice that you're looking for something and they ask you, “Excuse me.  Can I help you find something?”

This is what we’re talking about. 
#2. Ask Questions to Build Relationships

The second thing that we’ve got to focus on this week is questions.  Yes, we talk about questions all the time in these sessions.  In the live training we do, we practice and we skill practice over and over using different questions.  How do we ask the questions?  When do we ask the questions?  
Just ask more questions, ladies and gentlemen, and ask more about the person than just their equipment needs.

Questioning is a fundamental skill in relationship building.  It’s a fundamental trait.  It’s a fundamental truth.  It has to take place in order to build good quality relationships. 
What we’re trying to do is create more relationship-based selling than transactional-based selling with our customers and the people that want and need to do business with us.  So, we’ve got to ask more questions.  
This isn’t about, “Oh, my heat’s out.”  “Okay, great.  Take me to the unit as fast as I can so I can start running diagnostics and figure it out and fix it and get out of there as quickly as I can.”

No.  We’ve got to slow down and we’ve got to learn more, and questions are paramount for this to take place. 
#3. Court Your Clients 
Number three, I want you to court your clients like it’s a first date.  Court your clients like you're dating them.  
Now, I’m not advocating that you go date your clients!  That’s not what I’m talking about here, but I want you to think about the relationship. I’ve used this analogy before and I’ll continue to use it because it makes perfect sense.

Think about when you first started dating somebody. In our C.S.I. Academy we teach three levels of listening and one of those is other people’s interest listening and that’s what we’re focused on here with our clients.  We’ve got to really pay attention to what they're saying and hear them out, just like when you are on that first date and you are hanging on every word.  “What are they going to say next?  Man, that’s so fascinating.”  That really begins to build a relationship.

I was out a couple nights ago and ran into an old high school buddy of mine. He’s single at the moment and so he’s on one of these Internet dating sites and got his little profile filled out and he’s looking for women around town and this and that.  
So he tells me – I see him on Friday night and he tells me, “Yeah.  I had four different dates with four different girls this week.”  And I’m thinking, one, that sounds like pain to me.

It sounds like a job to me.  I can't even quite imagine it, but I asked him to begin telling me about it.  
He was talking about how it was very interesting because they all start the same.  You don't know the person.  You're looking for them in the restaurant or coffee shop.  In his opinion he’s looking for somebody that’s been misrepresented by a picture online because he gets there and it’s like, “Whoa. Wait a minute.  So your picture’s from 20 years ago.  Okay.”

I don't know.  I’m happily married.  Fortunately I don't have to mess with all that stuff, but the point is each one of those interactions would begin somewhat similarly and he would ask some of the same questions.  
Where are you from?  What do you like to do?  What are your hobbies?  What’s your favorite color? Whatever the case is, right? 
So these are things that we need to realize that as we’re building relationships in the “selling process” this is something that we really need to focus on. 

#4. Open Up and Talk About Yourself

The fourth thing that I want you to do, after courting your clients like you're dating them, is to begin to open up a little bit more and talk about yourself.  
This is an area that I see a lot of technicians get stuck.  They're good at asking about the equipment, the product, the problem, the issue, whatever we’re there for.

Many of you are really good at that.  Many of you really need to ramp it up when it comes to asking questions about the customer, about their lifestyle, about their environment, and about how they utilize our goods and services and products.  
Sometimes it’s hard to do and most technicians will say, “It’s not about me.  I’m not supposed to talk.”

I get it.  You're not supposed to talk too much but you've got to talk enough to open up and become a real person.  
I want you to go from an unknown, untrusted service provider to: husband, father of two, coaches the little league, has been at the company x amount of years, has family in the area, was new to the area, has been here 20 years – whatever the case is because we all can agree that people buy from people that they know, like, and trust.  You've got to open up for them to know, like, and trust you.

How can they know you if you don’t share a little bit?  
If they don't know you they can't like you and if they don't know or like you they can't trust you and then you're not going to make a sale and then you're going to walk out going, “I knew this was too expensive when we watched these Kenny Chapman videos but none of this stuff works.”  
Give it a shot, my friends.  I’m not trying to make you something that you're not.

I’m trying to make you more of what you are.  That’s the key.  So, number four is that you've got to open up a little bit. 
#5. Silence Your Cell Phone 
Number five, now this might sound a little petty to you and I hope some of you kind of snicker as I say this because this is an absolute joke to me, but if I didn't see it as often as I do when I’m doing ride-alongs of all the companies that I go in and help, I wouldn't have this in this video today.  Number five is: silence your phone and never answer it when you're with a customer.

Now some of you are probably thinking, “Well, of course.  That’s a no-brainer.  That’s 101.”  
Yes, I would think so, but I can't tell you how many times I’ve got a technician following our system, he’s sitting at the kitchen table with a well-put-together option sheet based on the questions that were asked earlier in the call, and starts going into the option sheet.  
Ring.  Ring.  “Oh, excuse me one sec.”  Or even worse, “Do you mind if I grab this?”

What’s a customer going to say?  “No, you can't get that right now.  This is about me.”  Come on.  They’re not going to say, “Don’t answer your dang phone.”  I’ve seen it.  It’s sitting at the table.  We’ve got some congruency going in the presentation.  
Ring.  Ring.  “Oh, hello.  This is Kenny.  Oh, yeah.  That PO number, uh-huh.  I forgot to put that on the paperwork.  I’ll get it to you when I get back out in the truck.  I’m here with Ms. Jones right now.”

This is completely robbing the customer from the time that she needs, and completely undermining my credibility and my sale, right?  You might as well be saying those things out loud.  
Don’t answer that phone.  Leave it in the truck.  Put it on silence, whatever.  
Now, when you go out to the truck if you need to call a manager or dispatch back when you're putting your option sheet together or getting tools or equipment, that’s fine, but keep your client knowing what’s going on and don’t answer it, especially not in a presentation.

It’s bizarre, but it happens.  So cut that out.  
Here’s the thing.  As technicians we need to get better at connecting with people and not so much just talking about the equipment.  Many of you are really good at connecting with equipment and you become the “equipment whisperer” instead of the “horse whisperer.”  You have this relationship with the equipment.  
You know what you want to do. You know what you want to fix.  You know how to diagnose.  Some of you talk to it.  I know.  I’m there.  I’m with you.  I see it.  
We’ve got to break that down.  We’ve got to get back to the customer, and I want to share three things that are going to help you do that this week. 
Three Ways to Connect With Customers More Easily
#1: Believe in Yourself 
Number one, you've got to believe in yourself at a higher level.  If you're going to connect with people, if you're going to stand and do something different, yes, confidence is a big part of what I train.

In my book, The Six Dimensions of C.h.a.n.g.e., we talk about building confidence tremendously around the six dimensions of change.  That’s what I want for you here.  
Believe in yourself at a higher level and that will give you the confidence to make this human interaction.  
I’ve got an on old high school buddy that if Christy and I are having a party or having some people over, I’ll call them and go, “Hey, man.  We’re going to have some people over this weekend.  Why don’t you guys come on by?”

The first question he asks every time is, “Who’s going to be there?”  
Who cares who’s going to be here?  I’m inviting you and your wife.  What do you mean?  
He’s not confident in meeting new people and getting out there. If there’s somebody I don't know or somebody that I don't like then I don’t go? Come on! Let’s get rid of that type of thinking.  We’re out there connecting with people.  
#2: Make it a Game

The second thing is, after you're believing in yourself more, make this thing a game.

What if you weren't able to make your job a game where you go out and meet new people every day?  
What if the goal isn’t to go out and make as many sales as you can today, but to make as many quality connections and relationships as you can? 
What if the goal is to create a good option sheet, and create a good experience for your customers, and coach them and help them as you educate them with the best possible wants, needs, and desires for their homes?  What might that look like, ladies and gentlemen?

That’s the key.  That’s really what it’s all about, okay?  So as we really look at this, what if it’s just a game?  
Now, you've got to create a good option sheet and you've got to give them options to choose from as you're their assistant buyer, but I want you to take a little pressure off.  
I don’t want you out there hard selling.  I want you out there connecting with people.
#3: Be Prepared with Your Questions

If our goal is going to be outgoing, making new friends every day, making new friends on every call, then isn’t it fair that there are certain things that you might want to know about this friend before you get there, just like my buddy that had four dates last week with four different ladies?  He knows going in some things that he wants to find out.  In his case it’s how old are your kids, if you have any, because I’ve already raised two sets and I’m done with this.

But these are things that he needs to know and wants to know.  It’s the same thing with us.  
How old is the home?  
How long have you been here?  
How many people live here?  
Have you ever remodeled?  
When’s the last time you ever had any work done in the home?
Who was the last service provider that was here? 
We need to know these things and yet technicians get stuck and stumble over these questions.

On every single call you can repurpose the questions, ladies and gentlemen.  
Today’s all about you as a technician connecting at a higher level, succeeding in this new connection economy because, my friends, this isn’t going away anytime in the near, foreseeable future.  
The better we get at this, the better our customers want it, the better our sales get, the more money we make, and everybody’s happy.  That’s what this is about.

This is about you.  My goal is to help you connect at a higher level and watch your sales go up and your income and your family be positively impacted.  
I’m Kenny Chapman, the Blue Collar Coach.  Until we talk again, have a better than fantastic week and I’ll see you next time.  
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