Service Analysis – Residential

Customer Name: _________________________ Date: ______________________
	Type of Call

	Regular (repair)
	(
	Emergency
	(
	Start-Up
	(

	Maintenance
	(
	Call-Back
	(
	Tune-Up
	(

	Warranty
	(
	Estimate
	(
	Other
	(


	Approach

	The appearance of the truck was
	Poor
	Fair
	Good
	Excellent

	Self-appearance was
	Poor
	Fair
	Good
	Excellent

	Handshake with a smile
	
	Yes
	No
	

	Presented business card
	
	Yes
	No
	

	Used customer's name
	
	Yes
	No
	


	Needs Analysis

	Questioning process exposed customer's comfort preferences
	Yes
	No

	Observation process revealed opportunities to increase comfort and 
efficiency (registers, t‑stat, ducting, air filtration, etc.)
	Yes
	No


	Summary

	Outlined the work to be performed

	Yes
	No

	Mapped out the path through customer's home
	Yes
	No

	Used customer's name
	Yes
	No


	Performance

	Protected customer's property (drop cloth, shoe covers, etc.)
	Yes
	No

	Pointed out potential problems
	Yes
	No

	Completed in a timely manner
	Yes
	No


	Recap

	Used paperwork to explain work performed

	Yes
	No

	Used paperwork to make recommendations

	Yes
	No

	Maintenance program was offered
	Yes
	No

	Attempted to set up sales department lead

	Yes
	No

	Sales aids were used (brochures, t stat, etc.)

	Yes
	No

	Convenient financing was mentioned
	Yes
	No


	Departure

	Complete clean up performed (trash departed with truck)
	
	Yes
	No
	

	Asked customer if they have any final concerns
	
	Yes
	No
	

	Handshake with a smile
	
	Yes
	No
	

	Asked the customer for a referral
	
	Yes
	No
	

	To what extent was rapport established
	Poor
	Fair
	Good
	Excellent


What was the most positive ingredient of the service call?  ____________________________________________________________________________________________________________________________________________________________
What segment has the greatest opportunity for improvement?
____________________________________________________________________________________________________________________________________________________________
Company: _________________________ Technician: ______________________ Evaluator: ______________________

