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THE BLUE COLLAR COACH






Traits of Top Technicians

Hi, everybody.  Welcome back.  I'm Kenny Chapman, your contractor coach and your sales trainer, and today I want to get into some traits of top technicians.  
See, the thing is we all get together and do this training periodically, and you're probably training way more often than you're seeing me show up at your meetings.  And there's always an ongoing, "Okay, what's next?  How do I improve?  What are the core fundamentals and competencies that I need to focus on as a selling technician in this industry? As consumers are changing, as the industry is changing, as manufacturing is changing and affecting the products that we sell, at the end of the day, what do we go to the market with?"  Right?  

So, we've got to be able to get in front of our customers and:

-Be confident. 
-Completely connect.

-Be able to build a relationship in a very short window of time.  
But we are in front of them and we're live. That’s a very positive thing.
I've been doing so many ride-alongs and I've been in so many companies lately that I get to see a snapshot of all different kinds of technicians in different parts of the country (and Australia, for that matter).  
When it all boils down, it's a matter of people being different. 
Our consumers are different; as technicians, we're different; and I see commonalities that show up.  
I recently had done a tele-seminar with your owners and managers talking about the commonalities of struggling technicians. What I want to talk about here with you today is that I'm going to share some traits of the top technicians that I see.  

Now, these five traits show up every time in different ways, and what I want you today to do is to open up your mind and ask, "Okay, how do each of these affect me?  Where do these possibly show up in my presentation? How do these appear in my direction part of the service call as I'm the director and taking things through, as I'm working through an effective discovery process of understanding everything at the CSI crime scene?" (This is what we use at the CSI Technician Success Academy as our platform for training.)  
The fact of the matter is: these things show up all the time.  

Today I want you to turn and look at that sales board. (If it's not posted, it should be posted, managers.)  Regardless, I want you to think about a golf leader board, if you will.  If your stats aren't posted in your company, I want you to at least be keeping track of your stats so you know where you stand.  I'm a big advocate of just posting everybody's statistics so we all know what's happening within the organization, there are no hidden secrets or whatever.  
Regardless of where you are on that board today (or in your head), I want you to get rid of that, because if you're at the bottom of the board, there's no reason that you can't be a top producing, performing selling technician while maintaining your honesty, your integrity, your credibility, and not abandoning who you are at the core. 
Now, let's talk about a few of these traits of top technicians. 
The Five Traits of Top Technicians
#1: The Ability to be Creative  
So, top technicians that I see have creativity at the core of some of the things that they do.  What do I mean by this, and how does this show up?  Well, let's take a look.  

Let's say I go out on a call and I'm doing a great discovery, I made a nice connection with my client, and I'm getting around the home a little bit.  I have several different options.  I don't care what industry you're in or what your particular trade focus is.  Bottom line: You've got several options to put on your option sheet.  
Now, when you follow my training or coaching and you follow it step-by-step, you're always going to end up with several things to put on this option sheet regardless of the reason that you were originally sent to the service call. 
Sometimes as the technician, we need to get a little creative.  

Now, perhaps your company has a specific: "This is exactly the form you want filled out.  This is exactly how I want things lined out."  Whatever that case is, here's what I want you to get:  
When you're putting together options on an option sheet that you're going to get in front of your client, talk about the interaction that you had, and make recommendations for their home, etc., you have got to be creative with how you put the options together on your sheet. 
How does this show up?  
Recently in my organization, for example, I had one of my technicians offering water treatment.  Now, the reason that I'm focused on creativity here is that I want to talk about good versus phenomenal. 
My tech built an option sheet based on questions he had asked me when I was role-playing as the customer.  He ended up putting a water treatment system (he's a plumber) on the option sheet.  

When he brought it up in the role-playing, he was going through explaining it to me.  He was called there in this situation for a leaky faucet in a kitchen sink.  And then, from there, he made some transition and did some different things.  It was just a role play that we were having, but, ultimately, then he offered me water treatment based on the age of my home, but he didn't connect the dots.  

So, what I want you to do is get a little more creative with the questions you ask and how you build the presentation.  
It's one thing for him to say, "You know, Mr. Chapman, with the age of your home, and I tested your water and it's got chlorine in it, you know what?  You need water treatment."

"Okay, great."

That's one thing.  And guess what?  Good technicians are going to get great results just by doing that.  I'm talking about good versus phenomenal, because phenomenal has the conversation ahead of time, before we get to the options.  
Phenomenal has the conversation when I come in and I happen to glance and notice a bottle of water on a counter or I notice a refrigerator that has the built-in water filtration. 

I love selling whole house water filtration when you see a refrigerator like that.  Why?  They already value clean water.  They just think that it's all about their refrigerator.  So, we get into telling them how much a shower affects us and all the different benefits of the system. "Let's just do the whole house and be done with this refrigerator water." 

But it's far different if he says, "You know, Mr. Chapman, I had noticed that bottle of water when we came in and I asked you about it, and you said that you buy several cases a month, because your kids take them to school.  You also had mentioned, Mr. Chapman, that you are very conscious of your green print, your footprint, if you will, based on a bottle of water and all the waste going into landfills.  That's why I wanted to mention it.  You don't have to buy anything from me right here immediately today.  It's just my professional responsibility to let you know that this is an option that you have on some money you're already spending and affecting your carbon footprint."

"Hey, by the way, we've got water treatment and you need it."  Phenomenal?  "You told me some things, Mr. Chapman.  And based on that information in the conversation we had, you need this stuff."  
Right? Just like that.  Creative.  Get creative, guys.  
I'm not saying to abandon fundamentals. I'm saying:

-Be creative in the conversation.  
-Have some fun with it. 
-Connect with people. 
-Open up, and part of opening up is becoming more creative.  

You've got to be confident to be creative, because if you don't have some confidence and you start to get a little creative, you're not sure exactly where something's going to go, and confidence overrides that.  
So, the first thing I see in top technicians is they're creative with questions, with the relationship they build, and how they are able to connect with clients, finding commonalities throughout the home and throughout the interaction. 

They're creative with how they put together an option sheet, first and foremost, and, more importantly, how they bring that option sheet to life as we go through the presentation process of offering our goods and services.  Get creative: number one.
#2: Passion

The second thing that I notice top technicians having – and this is across all successful people, whatever the case might be: they have passion. 
So, you cannot be a top producing technician, you can't be a top performing athlete, you can't be one of the best musicians without having passion. None of the things that require education, practice, skillset, etc., can be done as effectively as possible without having some passion!  
I have the challenge of coming to you through video today and, hopefully, my energy is up enough to where, as I go through this camera and come out the other end to you, my passion for your success translates effectively.

See, a lot of people say, "Wow, you're really passionate about the industry, Kenny."  
No, I'm not.  I'm not passionate about the industry at all.  Zero passion.  
Now, what does that mean?  You’re probably saying, " Wait a minute, hang on.  You're the contractor coach, you're the guru guy, you're this, and you’re that.  You've owned your own company almost 20 years now?"  Yes, I still operate my company every day.  I'm passionate about the people that make up this industry.  See, I don't get into big conversations about this equipment versus that equipment, and this flux capacitor's better than that one. 

At the end of the day, it's about relationships, it's about connection, it's about helping people solve problems, and I have passion for that, and I hope that comes across to you.  

If you think about it, today I'm selling you something.  I'm selling you the information that I believe will help you accomplish more, and that's what I'm passionate about. 
I know from my experience, from my time in the field in my own company and all my clients doing different things throughout all the different technicians, all the different clients, all the different scenarios: when you’ve got passion and you get creative with that passion good things happen.  

I can't make you passionate about this, but I can help you realize that I (or anybody in this room) did not force you to take this position at this company.  Nobody forced you to get into flat rate service sales in this industry.  And you might say, "Yes, but, Kenny, I just wanted to be a technician."  

Oh, that's great, but guess what?  The way that we play the game at the company is that you're at today has everything to do with two levels of diagnosis. 
You've got to connect with the customer.  You've got to sort out what's going on with them far more than when we get to the equipment and handle that.  That is definitely an incredibly important piece.  

Also, we've got to continue to evolve as technology improves and changes our industry.  Technically sound businesses are always more profitable than those that are not long-term. Technical ability is huge and it's very necessary, but it's no longer enough. 

So, you must tap into your passion for meeting people, having conversations, and educating people and communicating effectively; I'm not talking hard sales.  I'm not talking sit down and arm wrestle at the kitchen table.  
I'm talking about meeting great people, having a great conversation, and understanding everything that's going on in their home that affects or could be affected by the goods and services that you have. Then making a connection, and making an offer, and letting them choose, and being the assistant buyer for them, to help them.  

If you can't get passionate about that, ladies and gentlemen, you’ve got to do something else, because we've got to have it.  
-We’ve got to have it every day.  
-We’ve got to have it with our clients.  
-We’ve got to have it in our company.  
You've got to have it: passion.  Powerful.
#3: Personal Integrity

The number three trait of top technicians straight across the board:  they're aware of and they know their personal integrity. 
So, what do I mean by that?  
We all see the stupid sting operations that happen out there and the contractors go against each other and start saying this guy did that wrong and this guy did that – you know what I’m talking about.  I don't care about all that.  
What I do care about is you operating in the home every single day as though there's a camera on you and knowing your own personal level of integrity.  

The reason I bring this up is because I've had it happen multiple times where I've been in companies with technicians and they kind of throw me into the mix.  It's this mix of sometimes the middle guy, sometimes the low guy, and sometimes the top guy.  It doesn't matter.  
Ultimately, the top guys want me in to their truck with them, because they want the help and the assistance.  The middle guys, it kind of depends.  The low guys are kind of resistant.  They're like, "I don't want to go through this," or something similar.  

Multiple times I've had conversations (usually it's with somewhat newer technicians within a year of working in a particular organization) where, literally, the interaction goes something like this:  
I say, "You know –" (let's call the technician Bob). I say, "You know, Bob, as we're having this conversation on the way to the call," (and they're telling me information) "I'm understanding some things from you.  Let me ask you a question, Bob.  Do you feel like you have to sell things that don't need to be sold at this organization?"

Guess what I hear?  "Yes, Kenny, I do.  It's too much pressure.  You know, they're asking me to push things and talk about things."  
Guess what, ladies and gentlemen?  The way you think is the way things are. 

What do I mean by that?  
Well, that means that however you see it is going to be your truth, because never ever, ever do I want you to sell anything that a customer doesn't want, need, or desire.  
But I want you to sell them everything that they want, need, and desire and build a relationship and a brick wall around them to that they're our customer in the future.  What I don't close today is simply going to get closed in the future as long as it's a long-term customer and I can get a service agreement and all the great things that go along with it.  

So, when we think about own personal integrity, as we've had a further conversation with this particular technician that I'm talking about here.  His name is not Bob.  But I've had similar situations happen a lot, where it’s just that they don't really understand it, you know?  

The reason I bring this up today is because, if you feel that way, I encourage you to talk to your management.  I'm sure that they don't want you pushing and selling things that you don’t believe in.  

Now, is there difference of opinion?  Absolutely.  
I could be in your truck and ride with you on a sewer stoppage call that has one bad root intrusion about 30 feet out and it's about a 50 feet line, and could go, "You know what?  The rest of the line, it doesn't look too bad.  There are a couple of splits, a couple little cracks here and there."  Most technicians say, "Oh, you know, it's okay.  We can clean it out really well.  Maybe we can do spot patch on it or something."  

I might rather offer a complete replacement, a burst, a line, a patch, or whatever my options I have in my organization are, based on the solution for the customer. 
So, if you think that me offering to re-line a line that has a couple cracks in it and a bad root intrusion is selling something that doesn't need to be sold then we have a difference in opinion, because I'm selling a solution with a lifetime guarantee. "This'll never happen again or we're here for you."  Right?  

Whatever the case is, you’ve got to get clear with that, and that's why I say top technicians have this sorted out already in their own minds.  They know, "Hey, the company has its thing.  They do it their way, but I know my integrity and I get this done."  
And guess what?  
They produce it, and they feel good about it, and they know when everybody wins.  Okay?  So, that's the third thing: They know their own personal integrity and they're aware of it.
#4: Relentless Pursuit

On to number four. Top techs have a relentless pursuit (tenacity, if you will) to: 
-Close the deal.

-Have some fun. 
-Connect with a customer. 
-Move the needle on the board. 
-Be more successful.  
Whatever the case, they have passion that translates into this pursuit. 
I love it when I'm in the truck.  One of the things I enjoy doing is riding with technicians, because I get the one-on-one snapshot, and I see it happen live.  

All of us sales trainers do our seminars and have people come into hotel seminar rooms and do our thing, and that's all great, and that's all necessary, but where the rubber meets the road is when I'm out there seeing it live and coaching as things happen and closing deals right there in the moment.  
That's the power.  When I see technicians that just want to close this more than anything, it's fun; it's kind of their makeup.  It's kind of who they are, right?   
I think about one of the technicians I rode with several months ago now, but he's over a $100,000.00 per month producer just selling water heaters and drains, so it's a pretty good gig and a pretty nice little setup that he's working within there.  
But he told me a story about years ago, when he came home from school and he was in tears and his dad said, "What's wrong, son?"  

And he said, "I'm struggling at school, dad."  (He's just a little tyke at the time.)  

And his dad asked, "Well, son, what are you struggling with?  What's going on?"

He said, "Well, I'm having a hard time with this subject, and today the teacher told me if I don't get it together and start doing better at school, dad, that I'm just going to be nothing but a garbage man."

"And my dad," he said to me in the truck, on our way to a service call – he said, "My dad grabbed me, and he turned me toward him, and he looked me in the eye, and he said, 'Son, I don't care if all you become is a garbage man.  But if you choose to become a garbage man, you're going to be the best garbage man that ever walked the planet, son."  
Think about that, ladies and gentlemen.  
I get chills telling that story, because it was so powerful and you could see the emotion on this 28-year-old technician whose life was changed forever with this statement.
So, how about you?  Are you going through the motions, or do you have a relentless pursuit?  
Because guess what?  That followed him through his life and then when he decided to become a plumber, he wanted to be the best plumber.  
Then when he decided he was going to be a selling technician, he said, "I'm going to be the best selling technician."  And now he's one of the best ones in the world, because he said, "I'm going to be the best."  You cannot teach that, ladies and gentlemen.  That's necessary.

If you're struggling along, there's no point in you and I going into a role-play and me saying, "You’ve got to ask a better closing question. You’ve got to work on your opening question.  If you're probing throughout the call and your discovery process, you're really…" 

You know what?  We're wasting our breath on each other.  You don't have the desire.  You don't have the fire to make this thing happen.  I can't give you that, but I can help you with that. 
Relentless pursuit, tenacity like nobody's business: Where's yours? Check in with that today.
#5: Commitment to Improvement

The best technicians that I ride with, that I train with, that I get emails back after my CSI Technician Success Academy, when I hear from technicians that I've made a difference with that their numbers are up after spending time with me, or training with me, or doing Skype training, and different things that we do, it always warms my heart, because that's my goal.  I don't do this for income.  I do this to change lives and to make a difference.  

Certainly, I'm not turning away the income, because I am a profit-oriented person, yes.  But my core fundamental, the reason that I do this, is to help improve people's lives, and now I've just chosen this format.  That's why I wrote the books and did the big stage stuff.  I love this – I say I don't love the industry to make a point.  I love the people in this industry and this is where I ‘cut my teeth’ in growth, and development, and management, and sales, and training, and all those types of things, so it's good to be here with you.

Here's what I know, ladies and gentlemen: the best technicians have a commitment to improvement.  
That's the fifth trait: a commitment to improvement regardless of their statistics.  
There are all these old sayings like, “You're only as good as your last sale,” “You're only as good as yesterday's results, “You're only as good as your last at bat,” or whatever the case is. I'm not trying to say, "Hey, yesterday doesn't matter."  I've got some clients that are challenged with that where it's like, my gosh, we just smash and go on to the next one, then on to the next one.  

I'm not saying go driving hard and never celebrate your success.
What I'm saying is: wherever you are, you've got more.  
I know it.  I know you've got more.  And there's another level that you’re thinking about (even unconsciously), toying with in your mind: “What if I did offer a couple more things to a customer?  What if I stepped out of my comfort zone a little bit, the way Kenny's advocating, and put a few more things as I work on these traits?  What if I was to take this week as a selling technician and say, 'you know what?  I'm going to review this action guide that we have here this week and I'm going to look at my notes from how can I improve and increase my creativity?' Where's my level of passion?”  

I mean, if your passion is not coming from the plumbing, heating/air conditioning, electrical stuff, what drives it for you?  What would make me spring out of bed to do this job?  
Because guess what?  The job doesn't need to change.  My thinking about the job needs to change.  

Where's my level of understanding and awareness of my own personal accountability?  
Am I always acting in alignment with my core self, with my true being when my company's asking me to do things?"  If you can't get connected there, nothing's going to happen, so you got to check in with where that is.  
And then ask, "Do I have that relentless pursuit?" 

I was coaching a technician through Skype last week, it was a one-on-one session; he’s a really good tech, a top producing guy.  He's been selling like crazy for quite some time, and we're talking about it and he's just like, "Ah, man, you know, I'm just not feeling it right now." This is a guy that had some time off and went away, and he got married and different things like that, and took an extended ‘leave’; and he came back and says, "I’m just not feeling it." He didn't know that.  He wasn't really clear about that.  

As we were talking and going through the coaching session we uncovered the fact, and I got him literally to say, "You know what?  Man, I'm thinking now about last week, I had a dig that was like $8,000.00 and I just didn't really push for it.  I didn't really care that much." 
Again, I'm not going to teach him anything about selling and closing until he wants it a little bit more, until he realizes he's meeting a customer's need, want, or desire.  

The fact is, you need to check in with yourself.  
Do you go for it every single time, or do you go through the motions? Do get the ‘2:00 syndrome’?  (Any service calls after 2:00 aren't going to be big, right?)  
Or is it, "You know what?  I'm going to give it everything I can, because this customer deserves this and this is their only call of the day?”  
It's a mindset thing and it's tied to your relentless pursuit one way or the other.  

Finally, your commitment to improvement:  

-This has to do with preparation. 
-This has to do with practice.

-This has to do with review all the way across the board. 
The Desire For Progress 
What I preach at my organization and what I desire more than any other thing is progress.  I think Tony Robbins said it best when he said, "As human beings, we crave progress more than any other thing."  
We think it's money.  
We think it's fame.  
We think it's a fortune.  
We think it's cars, and houses, and all the travel, etc. 
We desire progress, ladies and gentlemen.  
When you commit to that as a selling technician, your results improve regardless of where you are today.

I want to see your needle move this week, starting today.  Okay?  Focus on these five cores.  Think about these traits.  
Where do they show up for you?  How can you implement these, improve these, and raise the bar for yourself?  

I'm Kenny Chapman, your contractor coach and sales trainer, and I want to thank you so much for your time today.  Until we talk again, have a better than fantastic week, and I'll see you next time!
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