
 Answer Call

 Listen to customer's issue; apologize for their 
 loss/inconvenience etc. 

 Something was damaged or broken during 
 service

 Cleaning not up to customer's standards 
 needs rework - Schedule return visit for 

 technicians free of charge

 "I understand you need this service 
 completed by (date/time).  I will need some 

 time to see if we can rearrange our 
 schedule.  Is i alright if I call you back later 

 this afternoon/ in a few hours?"

 Needs to change/cancel an appointment: ask 
 for their first and last name and then ask 
 them to give you few moments to lookup 
 their account.  Check when their job was 
 scheduled to see if its violates the 24hr 

 cancellation policy

 With-in 24 hour of scheduled appointment?

 24 Hours or more before scheduled 
 appointment.  Absolutely, i can help you what that.  When 

 would you like to re-schedule your 
 appointment for?

 Find a date/time that work for them and 
 WCSLLC and reschedule the appointment in 

 the CRM. 

 Send customer Job confirmation email of the 
 newly scheduled appointment

 Great add them to schedule in service 
 monster.  when they confirm that 

 appointment works say " Perfect, I will add to 
 our schedule and send you a confirmation to 

 the appointment to your email. "   

 Add an appointment to our CRM's calendar 
 as rework task and not as a new workorder.  

 Look at schedule to see if there a possibility 
 of starting early one day or working late; 
 moving an other appointment, or hiring a 

 contractor. Contact John for ideas.

 restart troubleshooting by listening to their 
 issue and following the flow chart; if you cant 
 find a solution for them ask them to let you 
 call them back after you have had chance to 

 evaluate all of the options

 No

 Have I addressed all of your questions and 
 concerns today?" 

 Yes

 "Great, thank you for calling have a 
 wonderful day"

 Cancellation fees over $50 due prior to next 
 service." Which credit would you like to use 

 today?" process card in service-monster as a 
 prepayment for the upcoming work order.

 "Absolutely, I can help you out with that. I see 
 that your appointment was scheduled for (

 check calendar for appointment) ;We require 
 notification of the cancellation at least 24 

 hours in advance of your scheduled 
 appointment.  Any cancellations with in 24 

 hours of the appointment will be assessed a 
 cancellation fee of 10% due immediately.

 "I am very sorry for the damage can you send 
 us a picture of the damaged item to wecare@

 windowcleaningsolutionsllc.com? Once we 
 receive your email we will decide the best 

 way to compensate you for your loss"

 Wants Pricing Estimate/Has 
 questions

 *No Cancellation FEE if 
 last min cancellation is 

 due to sickness, injury, or 
 other emergencies*

 "I'm sorry to hear that the (problem stated by 
 client) was not cleaned properly we will be 
 happy to send a technician to fix the issue 

 free of charge.  Please give me just one 
 moment to check our schedule to find the 

 next available time" 

 Offer the next date/time:  Does the next 
 available appointment in the CRM work for 

 the client's schedule?

 Insists on "Ball Park" estimate over thee 
 phone

 Can I help you with anything  else today?
 Have I addressed all of your concerns?

 Check FAQ board for answers; Did you 
 answer their question?

 Tell them "hat is a good question , I WILL  call 
 you, email, text, once I get and asnwer

 Ask them If they have any more questions .  
 Remember the goal is to lead them to the 

 next step in the sales process. If they are new 
 lead then your goal is to schedule an 

 estimate.  If they have an estimate your goal 
 is to schedule a work order.

 I can give you a ballpark estimate over the 
 phone, If you are ok with that estimate, we 

 will pick a convenient date and time to 
 schedule your cleaning.

 When we arrive on that day, the crew leader 
 will introduce himself, and then take a quick 

 walk around your property in order to 
 prepare the final quote.   If the quote is 

 accepted, the job will be completed 
 immediately that day.   How does this sound 

 to you? 

      1. Have you ever used our services 
 before?

     2. How did you hear about us?
     3. What services do you need 

 completed(may tell you without asking)
     4. Do you need the job completed by a 

 certain date?
     5. Are there any areas of special 

 concern ?
     6. Was the home or (building) recent 

 constructed or renovated?

 We typically give estimates in person, so we 
 can give you the most accurate pricing 

 possible.  Would it be alright if I schedule one 
 our territory managers to stop by for a 

 consultation?



 "Great, I am going to ask you a few questions 
 in order to create your account. Once we set 
 up your account I will check my schedule to 

 see the next ab

 Its a phenomenal day at window cleaning 
 solutions, My name is _________; How can I 

 help you?

 Wants to Schedule Job

 Great, I can help you with that.  Can you tell 
 me ....

 Has Questions / doesn't want to schedule in 
 person quote

 Account Creation (Residential/Home Owner)
  

 1. What is your First and Last Name?
 2. What is your address?

 3.  What is the best phone number to contact 
 you at?

 4. What is a good email address for 
 proposals and receipts?

  
 Account Creation (Commercial / Property 

 Manager)
  

 1. What is your First and Last Name?
 2. What is the service address?

 3.  What is the name and address you would 
 like on the proposals & invoices?

 4.  What is the best phone number to contact 
 you at?

 5.  What is a good email address for 
 proposals and receipts?

 Ask if they " Do you know how 
 many square feet your home 

 is?"  
 If they don’t know ask “ Can I 

 have your address so I can
  look up the size of your home 

 online?
  

 "Would you like to schedule and "In -Person" 
 estimate? or just schedule your work order 
 based on this pricing ?  Our technicians will 
 confirm the price onsite before work begins"

 Pricing Ball Park Estimate over the phone:
  

 Paver Sealing:  $1.50 – 2.00 per square foot 
 but all sealing quotes must be done in person

  
 Window Cleaning:  $0.10 per square foot for 

 exterior and interior 
  

 Roof Cleaning:  $0.20 per square foot
  

 House Washing:  $0.15 per square foot 
  

 Driveways & Patios: will be $100 -$200 on 
 average with pricing going up from there 

 depending on the size
  

 Screen Enclosures:  $75 and up depending 
 on the amount of debris (mold) to remove.

 Using this chart 
 quickly calculate
 the approximate 

 cost for the
 service. 

 Follow "Schedule a Work Order" call script on 
 WIKI

 YES

 FEES over $50

 NO

 YES

 Estimate over phone

 NO

 YES

 No

 Record in Customer's CRM  account

 Yes

 Smile First

 Complaints?Rework? Damages?Lost items?

 Questions

 Can you answer their question?

 If Ok then


