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Chad found the problem 
within five minutes after he placed 
the vehicle on the alignment 
rack. That’s experience that you 
can’t learn from a textbook. The 
only way you can reach that level 
is to learn by listening, watching, 
and doing. 

You can also learn a lot by 
watching and listening to how 
other technicians talk. Observe 
how they interact with customers 
and the way they tell stories 
about the problems they have 
solved. Do they brag about 
accomplishments, put others 
down, and pat themselves on 
the back? Or do they stick to the 
facts and tell you what happened? 

You can learn something 
from everyone. Sometimes those 
lessons are what to do; other 
times, they teach you what not 
to do.

LESSON 4: TAKE  
THE HIGH ROAD

Chad took the vehicle back 
off the rack and asked to go for 
a ride with me alone to see if 
his diagnosis fixed the problem. 
His approach was very humble. 
He wanted to check his work 
instead of being overly confident 
in his ability.  

We drove over two sets of 
bumps — no rattle. I asked 
him what the issue was, and he 
explained that there were three 
loose clips, which he repaired. 
Curious about what he would say, 
I asked him why Mike missed the 
problem. His response is one that 
all technicians should note.

First, he focused on what 
Mike did right. Chad explained 
how Mike answered every 
question he asked of him and did 
what he was trained to do. Chad 
even went to bat for Ken. Not 
once did he throw either of his 
fellow technicians under the bus. 
Instead, he took the high road 
and focused on the right things 
they did.

The next time you follow up on 
the mistake of a fellow technician, 
remember Chad’s example. He 
took the high road to protect 
his teammates and maintain the 
dealership’s good name. Chad 
had the perfect opportunity to 
be the hero, gloat, and get a 
feeling of importance. Instead, 
he focused on fixing the problem 
and serving the customer well.

LESSON 5: YOU’RE 
NOT LEARNING IF 
YOU DON’T MAKE 
MISTAKES

Chad wasn’t always a senior 
tech. He had to learn just like 
Mike and Ken. As I dropped 
him off from our ride, he 

mentioned Mike would learn a 
lesson from this issue because 
it wasn’t something you see 
daily. It was a tricky problem to 
diagnose and repair. 

You will make mistakes. It’s 
a part of our business. The 
challenge is how you respond 
to those mistakes. Do you learn 
from them and assure they 
don’t happen again? Or do you 
repeatedly do the same thing, no 
matter the results? 

Learn from your mistakes 
and continue to grow. It’s a 
daily process. There’s no such 
thing as a perfect technician. 
If you think you’re the best 
or don’t look at mistakes as 
learning opportunities, you 
will make excuses and blame 
others. You’ll do whatever it 
takes to keep from tarnishing 
your image and will likely 
harm others along the way, 
including your employer. Don’t 
be that technician. Instead, 
follow the example these three 
professionals showed me.  

A HAPPY ENDING
My experience was a lesson 

that I wish everyone in HVAC 
could have seen. I hope the 
article captured the spirit and 
details in a way that paints a 
clear picture.

I told Mike I appreciated his 
attitude and then fist-bumped 
Chad. Emily checked again to 
ensure the outcome met my 
expectations. Over the years, I 
have purchased multiple vehicles 
from this dealership. Our family 
continues to go there because of 
examples like this and how they 
take care of their customers. 

Now it’s time for a tough 
question. If a similar situation 
occurred where you work, how 
would your company handle it? 
Would the results please your 
customer, or would they angrily 
go to your competition? Happy 
customers confirm you’re doing 
the right things. 

If you regularly have 
disgruntled customers, read back 
through these five lessons and see 
what improvements you need to 
make in your company culture. 
Put the pieces in place to assure 
you are all part of the solution 
and not part of the problem.   

If you’re an HVAC contractor or 
technician interested in learning 
more about how to better serve 
your customers using airflow 
measurement, contact me at 
davidr@ncihvac.com or call  
800-633-7058. NCI’s website 
www.nationalcomfortinstitute.com 
is full of free technical articles and 
downloads to help you improve  
your professionalism and strengthen 
your company.

YEAR-TO-DATE: Year-to-date U.S. shipments of residential gas storage water heaters increased 12%, residen-
tial electric storage water heaters increased 10.7%, commercial gas storage water heaters increased 13.3%, 
commercial electric storage water heaters increased 3.9%, gas warm-air furnaces increased 63.5%, oil warm-air 
furnaces increased 53.1%, central air conditioners increased 23.4%, and heat pumps increased 31.7%.

SOURCE: Information contained in these graphs is courtesy of the Air-Conditioning, Heating, 
and Refrigeration Institute (AHRI). Industry figures are estimates derived from the best 
available figures supplied by a sample of AHRI member companies.
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U.S. shipments of central air conditioners and air-
source heat pumps increased 31.5% in May 2021, 
to 1,022,513, up from 777,815 units shipped in May 
2020. Air conditioner shipments increased 22.9%, 
to 642,306 units, up from 522,624 units shipped in 
May 2020. Air-source heat pumps increased 49%, 
to 380,207 units, up from 255,191 units shipped in 
May 2020. 

U.S. shipments of residential gas storage water 
heaters increased 17.6% in May 2021, to 390,876 
units, up from 332,297 units shipped in May 2020. 
Residential electric storage water heater shipments 
increased 26%, to 405,969 units, up from 322,303 
units shipped in May 2020.  

U.S. shipments of gas warm-air furnaces increased 
56.3% in May 2021, to 336,566 units, up from 
215,313 units shipped in May 2020. Oil warm-air 
furnace shipments increased 88.2%, to 1,989 units, 
up from 1,057 units shipped in May 2020. 

U.S. shipments of commercial gas storage water 
heater shipments increased 40.3% in May 2021, 
to 7,084 units, up from 5,048 units shipped in May 
2020. Commercial electric storage water heater 
shipments increased 23.3%, to 11,658 units, up 
from 9,456 units shipped in May 2020.
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