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Have you ever  

wondered why some 

customers don’t  

connect with you? 

Why some business 

encounters don’t start 

on the right foot? 

Would you like some 

techniques to improve 

your results? 

“Preventing customer 

Problems” will provide 

you with simple  

methods to create a 

great first and lasting 

impression. You need 

to have effective  

communication with 

the other person to 

build rapport. This 

presentation is the  

cornerstone to dealing 

with problem custom-

ers. These strategies 

were developed from 

field experience and 
will truly help you to 

Meet Success! 

A wonderful  

program for your 

techs and office staff 

to attend! 

 

P l ea se  i n v i t e  a  

prospective member to 

join you for our  

breakfast membership 

meeting for free.    

Attend and have an 

opportunity to acquire 

one (1) CEU credit.  

ACCA  

Annual Golf Outing  

 

Monday, July 23, 2012 

 

Rosemont Country Club 

in Fairlawn 

 

New Course,  

New Sponsorship  

Opportunities, and 

New Games & Prizes! 

Preventing Customer Problems 

May 2012 

SAVE THE DATE! 

THANK YOU SPONSORS 

 



tion is one near closing. However, 

learn a lesson from it and don’t let 

your next call become a negotia-

tion.   

Now that you know what to avoid, you 

can delve into the right things to do for 

the best negotiating outcome.  Realize 

that many customers are negotiating 

“silently” while you’re presenting.  

They’re thinking of ways to cut; items 

to get you to include; and issues of 

competition they can throw your way.   

 

 Continued from above… 

 

a referral or a written testimonial.  

Never give without getting. 

Quitting too soon. Far too many 

salespeople quit the negotiation 

process before they have been 

able to take it to a point that is 

beyond the uncomfortable.  Work 

to the point where both you and 

your prospect are happy with the 

outcome.  If you have come this 

far, don’t quit too soon. A sales 

call that comes down to negotia-

Good salespeople are good negotia-

tors. So are good buyers, which make 

this an interesting dance. The “old” 

style of sales and negotiation was to 

“sneak up” on weaknesses and fears, 

and then play heavily on them until the 

other person relented.  This is pure 

high-pressure, marked by substantial 

repercussions including buyer remorse, 

future vow to disuse, bad-mouthing 

and even lawsuits.   

 

The “new,” more successful negotia-

tion still operates from a position of 

strength, but instead of playing off of 

their weaknesses, you help them gain 

the benefits you present. 

That’s why your initial survey is so 

important. You are to find out the 

answers that frame the negotiation. 

What are their needs? What pressures 

do they feel?  What options do they 

have?   

 

Before you begin, you must know what 

you can negotiate.  If you’ve got a mar-

gin to uphold, or a dollar amount you 

cannot go less than, then that is it.  

You’ve got to hold the line, but always 

remember — 

 

Do not ever be put in the position of 

“Take it or leave it” on the first offer.  

This cuts your negotiation to the point 

of seeming unfairness in light of the 

regular negotiator.   

Likewise, you don’t always have to 

“check with the office” on every re-

quest.  Know that you’ve got a certain 

leeway within guidelines to make your 

own deal as needed.  If you can add in 

a programmable thermostat or filter 

upgrade with no additional cost, this 

can become part of your response 

instead of fumbling for what you can or 

cannot do.  It’s also important to avoid 

these mistakes, which can cost you the 

sale, your integrity and probably some 

sleep: 

 

Giving up without getting.  Every-

thing must have value.  If you give 

up something, get something in 

return, even if it’s just your com-

petitor’s proposals or a referral or 

the notice on any internal or external 

websites if other personnel policies or 

workplace notices are posted here.   

 

The new posting requirement does not 

go into effect until April 30, 2012.  

ACCA does not recommend posting 

the NLRA notice prior to that date.   

 

Starting on April 30, 2012, most  

private sector employers, including 

ACCA members, will be required to 

post a new notice advising employees 

of their rights under the National  

Labor Relations Act (NLRA).  The  

notice should be posted in a  

conspicuous place, where other  

notifications of workplace rights and 

employer rules and policies are posted.  

Employers also should publish a link to 

 

You can call ACCA National at 202-

273-0064 and copies will be mailed 

free of charge.   

Please Note: The poster is required 

to be 11x17 in., in color or in b/w.   

Tips for Successful Negotiating 

New Posting Requirements from NLRA 
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By Adams Hudson 

It seems everybody has their own defini-

tion of marketing. Some are long confusing 

diatribes involving multi-pronged promo-

tions and branding (which is another term 

most marketers can’t even define).  

 

Yet to me, marketing means to ethically 

acquire and keep paying customers.  

“Acquiring” is lead generation. “Keeping” is 

retention. The ethical combined effect 

leads to a massive groundswell of more 

lead generation among your devoted cus-

tomer base and the resulting referrals.   

 

Occasionally, you’ve got to check to see how 

well the machine is running. If you sense un-

derperformance, look to these areas for im-

provement:   

 

More Testimonial Use – Especially in 

a Recession. People are more skepti-

cal than ever. Corporate scandals, the 

economy and contractor scams in the 

news don’t help. You can tell your 

prospects all day long how great you 

are, but it goes a lot farther when 

someone else backs it up.   

 

Better Direct Mail – Direct mail can be 

the most lucrative marketing tool 

you’ll ever use – if you do it right.  

Start with the list, of course. Then a 

solid offer. Sadly, most contractors 

stop after the first mailing.  Sending a 

follow-up sales letter 10 days later will 

usually pull 50% of the original re-

sponse.  

 

Better Home Shows – Think of your 

Home Display as a huge, living adver-

tisement. Any highly specific items of 

interest should be only available at the 

table top, within physical contact 

range of the booth. This is where your 

rep communicates personally to close 

the sale or secure an appointment.  

 

Comparative Value – The lesson for you 

here is to forget what your item "costs" 

and focus on what it pays. You're pre-

senting a more efficient, more valu-

able, more convenient, easier alterna-

tive. 

 

Of course, we’re not the only ones 

with that problem. As it gets 

warmer, there are more and more 

things for you to do with your business 

– and it never hurts to squeeze in 

more quality time with family and 

friends. 

That’s why we’re here, to give you the 

tools you need that allow you to have 

Hello Friends, 

 

We’ve officially entered those few 

moments  between “Spring fever” 

a n d  t h e  “ v a c a t i o n  evacuation” – 

which is basically a long way of saying 

there’s a lot to do and a short amount 

of time to get it done! 

a l i fe  outs ide your  business.  If 

you’re living to work instead  of 

working to live, you’re missing out on 

the very moments that make life worth-

while. So let us give you a hand – all it 

takes is a phone call! 

 

Brian Stack 

ACCA Greater Cleveland  

2012 President 

 

Make Sure You Get Invited Back 

May President Message 

Finally, don’t fall for these two  

commonly held beliefs:  

 

1) If business slows down, cut your 

advertising first; and  

 

2) When business is good, there’s no 

need to advertise. If both of those 

were correct, no one would ever mar-

ket. To lessen the effect of business 

ebb and flow, adopt a clear strategy.  

Set a sales goal; get a marketing plan; 

set your budget in writing; and allocate 

through the year.   

With powerful marketing, you can 

eclipse your competition, get more 

leads, sell more accessories and solidify 

more loyal customers. 

 

 

Courtesy of Adams Hudson, ACCA’s Na-

tional Marketing Partner. You can request 

his free marketing ezine and free marketing 

reports by emailing FreeACCAs-

tuff@hudsonink.com. 

.Continued from above... 

Research, Resell, Reap and Re-

peat.  This advertising says, “We 

identify with you and your needs, 

and here’s how we can prove it to 

you.”  Once you’ve recognized your 

most likely or desired customers, 

cater to them in the form of adver-

tising and marketing that appeals to 

them, their needs and their situa-

tion. 
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New Sponsorship 

Opportunities 

& Registration 

Forms  

 
New Course 

ACCA Joint Golf 

Outing 

Monday, July 23, 

2012 

Rosemont Country 

Club, Fairlawn 

New employees, especially ones 

who are new to the industry and 

not just to your company, can of-

ten feel insecure.  There’s often a 

feeling of “being thrown to the 

wolves.”  One of the best ways to 

ensure that you get the most out 

of new hires is to go the extra mile 

in reducing their initial anxiety.  

Here’s how: 

Remind new employees that you 

hired them for a reason – you did-

n’t hire them so that they or your 

business would suffer and you fully 

expect them to succeed.  

It’s not enough just to answer 

questions about the technical as-

pect of a job.  Make sure you also 

fill in new hires on the office 

“culture” like lunch routines, 

where to find supplies and how 

their coworkers dress. 

Don’t just answer questions, en-

courage them.  The more a new 

hire learns at the beginning, the 

easier it is for them to slip into the 

office routine.  Seamless transitions 

are good for you and them, so 

more information is better than 

less. 

Just like the new kid at school, the 

new employee expects to take the 

heat from existing employees, es-

pecially those who are negative in 

general.  Reassure them that you 

have confidence in them, and that 

they can come to you about any 

uncomfortable work situations. 

Promote becoming acquainted with 

your other employees. This could 

mean a “welcome” lunch or dinner, 

or just a small office meeting so 

that everyone is introduced.  Just 

make sure you do something. Ful-

filling natural curiosity on all sides 

clears the way for progress. 

 

Save the Date!—ACCA Annual Joint Golf Outing 

Smooth Transitions 

Contractors Feeling Confident Heading Into 

Spring According to CCI 
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Rule Breaking 101 
 

“Customer Service is the only 

‘service’ that’s important.” 

FALSE: Internal customer service – how 

people within the company interact with 

each other can make or break your busi-

ness.  Make sure there are clear guide-

lines for what is expected, as well as 

conflict resolution.  Service to customers 

begins with service to each other. 

The Contractor Comfort Index (CCI) shows that contractors are feeling confi-

dent about growth heading into spring. The Air Conditioning Contractors of 

America (ACCA) began measuring contractor attitudes toward short-term eco-

nomic growth with the CCI in February 2010. 

 For March 2012, the CCI is 69. The CCI also shows that contractors are feeling 

more confident than they were 12 months earlier when the CCI was 62. March 

is also the first time in 10 months that contractors have a better outlook than 

they had the previous year. 



ACCA Benefit of the Month   

New Business Resources from 

Federated Insurance 

 

ACCA has teamed up with Federated 

Insurance to offer members six new 

workplace safety resources for free. 

Federated Insurance developed and 

produced the new programs that will 

help ACCA members implement safety 

and human resources best practices in 

their businesses. All six programs are 

free to all ACCA members through 

ACCA. To learn more about the pro-

grams and to order them online, visit 

www.acca.org/store.  

Congratulations  

Paul Wadsworth  

P.K. Wadsworth Heating & Cooling  

 

 

 

 

 

 

 

 

 

ACCA Ohio’s  

Contractor of the Year  

September 15 –  
Heat & Plumb the Country 

ComfortU - Online Learning from 
ACCA 
www.acca.org/comfortu 

Summer Newsletter will list our up-

coming Fall Programs & Events 

May 10 – Preventing Customer Prob-
lems 
Rick Blank, Ferguson Heating and 
Cooling 

June, July, & August – No Meetings 

July 23 – ACCA Joint Golf Outing  
with ACCA Akron/Canton at  
Rosemont Country Club, Fairlawn 

Help Support YOUR Specialty Contractor PAC 

ACCA Ohio Update 

Coming Events 

A strong PAC representing the 

HVACR and P-H-C industries is no 

longer a luxury; it’s a necessity.  In 

today’s political climate we cannot 

afford to be without a strong voice – 

we need PAC contributions so 

our voice is heard – the stronger 

our voice, the more influence and  

access we have. 

 

We’ve made a contribution and we 

hope you’ll join us.  Any contribution – 

$25, $50, $100 or more – makes a sig-

nificant difference in our efforts.   

Thank You. 

 

Tom Tanner, ACCA Dayton 

    

Mark Swepston, ACCA Ohio Past 

President 1989-1990  

Specialty Contractors PAC- We 

are working very hard to make 

Residential licensing a reality this 

year.  Our bill is ready and our 

lobbying team in Columbus has 

spoken to several potential spon-

sors.  We need to be engaged now 

and begin working to educate elected 

officials who believe in and support 

residential licensing and what our  

industries do.   
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Lennox Parts 
Plus 

For all your parts 



ACCA Greater Cleveland Board of Directors 

 

2012 Officers: 

President –- Brian Stack 888-850-9994 
Vice President – Mike Aerni  216-676-9045 

Sec/Treasurer – Kris Guzik   216-676-9045 

 

Board of Directors / Committee Chairs: 
Associate Membership Co-Chair 
Kurt Davis 330-463-1280 
Golf Outing Co-Chair 
Al DiLauro 440-232-1861 
Associate Membership Representative 
Open  
Heat & Plumb the Country Chairs 
Keith Raymond 440-244-5584 
Don Van Horn 440-398-9415 

 

ACCA Ohio Board Trustees  

representing Greater Cleveland ACCA:  
Kris Guzik, Energy Management Specialists 
Keith Raymond, Raymond Heating & Plumbing  

 

Chapter Manager:  Michael Mennett 

P. O. Box 13223 

Fairlawn, OH 44334 

 

ACCA GREATER CLEVELAND 

Honeywell – Jeff Holben 
614-404-1196   
Jeffrey.holben@honeywell.com  

Kuno Creative – Chris Knipper 
chris@kunocreative.com  

Lennox Industries - Dennis Kall 
216-739-1100  
dennis.kall@lennoxind.com 

Productive Air Duct Cleaning - 

George Grozan 
800-818-3398  
info@4productive.com  

Rapid Recovery – Rick Boettcher 
216-927-9500  
rboettcher@raprec.com  

Refrigeration Sales Corp. –  
Jack Tobik 
216-525-8232  
tobikj@refrigerationsales.com  

Aprilaire – Jim Blind 
jab@aprilaire.com  

Arzel Zoning Technology, Inc. 
Colleen Weston 216-831-6068  
colleen@arzelzoning.com 

Bitboyz – Jeff Dennis 
216-539-9655  
jeff@bitboyz.com  

Famous Enterprises - Mike Scott 

216-529-1010     
mscott@famous-supply.com 

Federated Insurance –  
Rich Katsaras 
330-314-3964 
RMKatsaras@fedins.com 

Ferguson Heating – Kurt Davis 
kurt.davis@ferguson.com 

 

 

Residential Energy Services 
Co., LLC  
George Trappe  
440-835-5735 
trappman@aol.com  

Robertson Heating Supply – 
Dale Hochevar 
216-328-2979  

dhochevar@rhs1.net  
 
Webb Supply Co. –  

Tony Valentino 
216-289-7400 
tony.valentino@webbsupply.com 

Thank You to our Associate Members 

Phone: 330-671-2191 

Fax: 330-752-2616 

E-mail: accacleveland@gmail.com 

Website:  www.acca-cleve.net 

We’re on the Web! 
www.acca-cleve.net 
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