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Introduction For Leaders 
Welcome to Service Sales Success School Online! 
 
Thank you for making the investment in your team’S future success! 
 
In this guide you will have all tools and resources needed to help you facilitate the success 
training of your team. We have broken this guide into 3 sections.  
 
Set Up for Success 
 
Training Support 
 
Reinforcement Tools 
 
In the first section I’ll be asking you to roll up your sleeves and do some work. This is where 
you will prepare to win. You’ll find information prompts to help you prepare for your 
training, tools to help you be an effective facilitator and the elements needed to get started 
with your Service Sales Success School Online training right in your shop. 
 
Section Two provides you as the facilitator with follow-up questions and exercises to use in 
your group training meetings and in individual training sessions. These questions and 
exercises allow you to gather feedback and engage with your team throughout the course. 
You will be able to keep a pulse on their progress and understanding while strengthening a 
culture of learning in your business. 
 
Section Three gives you additional resources to use for ongoing training and reinforcement 
of the 12 Step sales system, The Six Dimensions of C.H.A.N.G.E. and foundational behaviors 
required for success. 
 
Let’s dive in! 
 
-Kenny Chapman and The Blue Collar Success Group Team  
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This course consists of 12 learning modules. Each module ranges in length from just under 
30 minutes to 60 minutes of video run time. Within each module are exercises your techs 
will be asked to do individually or as a team. You will be instructed as to when to pause the 
video to complete the assigned exercise. 
 
Use this table below for planning your training sessions. You’ll want to allow additional time 
for built-in exercises as well as post-module facilitator led questions and exercises. 
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Modules 

 Title Length(excluding 
exercises) 

Module 1 Course Introduction and Foundation 37:29 

Module 2 Confidence and the Cost of Doing Business 58:24 

Module 3 Finding Success Through Clarity and Habits 52:59 

Module 4 Actions That Drive Results 39:36 

Module 5 The Game Changing Dimensions of C.H.A.N.G.E. 48:59 

Module 6 12 Step Ultimate Service Experience 45:36 

Module 7 Directing the Service Call Process 30:14 

Module 8 Discovering To Earn the Right 27:12 

Module 9 Discovery Through Proven Questions 26:09 

Module 10 Transitioning To Deliver Options 53:07 

Module 11 Delivering Options 34:34 

Module 12 Service Agreement/Objections and Reviews 44:16 
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Change Required of You as the Leader 
The Six Dimensions of C.H.A.N.G.E. are the foundation of the entire Service Sales Success 
School Online and they really apply to any change in business or in your personal life. In 
order to make this commitment work you have to be ready and willing to do the work as a 
leader. In the chart on the following page I lay out the Six Dimensions and identify how they 
apply to you as the facilitator of this course.  
 
I will not go into each dimension in-depth in this guide. I will however provide some 
framework for helping you to work through the dimensions as they relate to your role as 
facilitator of this training program. 
 
If you are not familiar with The Six Dimensions of C.H.A.N.G.E. you can learn more in my 

book by the same name. Go to www.thebluecollarsuccessgroup.com to find it. 
  
  

http://www.thebluecollarsuccessgroup.com/
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Dimension What it means to me as a facilitator 
Clarity You as the leader/facilitator must be very clear about why you are 

introducing this course, what results you want to see and how the 
results will impact your business, your team and yourself. 

Habit What habits might you need to change in order to effectively facilitate 
this program and bring about the results you’re looking for? How 
committed are you to changing those habits? Some of the habits you 
might need to look at are: how you currently train your team, your time 
allocation, your comfort level with facilitating training, your coaching 
methods, etc.  

Action Any change requires action. In this instance, action on your part is about 
committing to, preparing for and following through with your training 
plan. Hold the kickoff meeting, set up the training schedule, prepare the 
room, prepare the material, facilitate the course, follow up and 
reinforce the learning.  

Never Give 
Up 

You will get frustrated during this process. You may have team members 
that resist. You may not see the results you want immediately. You may 
question your ability to effectively facilitate. But the only certainty is 
that if you give up, you will fail. Keep at it, you have committed and 
commitment means never giving up.  

Gratitude Going into each training session with an attitude of gratitude will give 
you the confidence that you need to keep going. Be grateful for where 
you are so far, for the tools and resources you have available and for the 
progress your team is making. Keep your focus on the positive and you’ll 
experience more positive results. 

Enthusiasm As a trainer and facilitator this is probably the most important 
dimension to possess. You set the example. Your actions will dictate to 
your team how important this training is and how impactful the results 
can be. When you show up in that room – it’s Game Time! 
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Clarity 
First and foremost it’s going to take your commitment if this program is going to yield the 
result you’re looking for. That means you must first be clear about your intended outcomes 
for initiating Service Sales Success School in your company. Get CLEAR about why you have 
this program in your hands right now.  
 
Take a moment now and answer these questions. 
 
1. What are the results that you want to see from this training? (Be specific) 

 
 
 
 
 
 
2. How will these results impact your business? 

 
 
 
 
 
 
3. What is the commitment it will take from you, in order to achieve these results? 
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Why Are We Doing This? 
I guarantee you, when you get in front of your team and you tell them that you are rolling 
out this new service and sales training program, they have two questions on their mind: 
 
Why are we doing this?  

What’s in it for me? 

 
You have got to be prepared to answer these questions before you begin. Without the buy-
in and understanding from your team, you will not achieve the results that you have set out 
to achieve and your investment of time and money will be in jeopardy.  
 
Prepare yourself by scripting how you’re going to answer these questions now. These 
answers will become part of your kickoff meeting and will set the tone for what’s to be 
expected.  
 
Why are we doing this? 
 
 
 
 
 
 
 
 
 
What’s in it for you as a team member? 
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Habit 
If you are going to establish a culture of learning in your organization it may require you to 
adopt some new habits. If you already have a strong learning culture in your company, 
you’ll want to look at the habits that support that culture and identify how you apply those 
habits to this training platform. 
 
What are your current training habits? 
 
 
 
 
 
 
What habits currently exist that are NOT supporting a learning culture? 
 
 
 
 
 
 
What new habits are you willing to commit to in order to establish a learning culture? 
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Action 
 
The good news is – I’ve already done the heavy lifting for you! The Service Sales Success 
School Online was designed to take the weight off of you as the leader. I’m providing all of 
the content, the training materials, the platform and framework.  
 
That does not mean, however, that you do not play a role. You must take action if you want 
to achieve your intended results. You will be required to take action in 3 areas: 
 
Preparation 
Facilitation  
Follow-up 
 
Preparation 
 Review this Leader’s Guide and do the work laid out within. 

 Determine your training schedule, commit to it and announce it to the team. 

 Prepare for your kickoff meeting. 

 Print Participant guides for each team member. 

 Prepare the room. 

 Coordinate the schedule with dispatch and other impacted parties. 

Facilitation 
 Participate in the training with them. They need to see you in the room and know you are 

committed. And, you need to know the program! In future individual training, check in often. 

 Be mentally and physically prepared for each training session. 

 Bring your enthusiasm. 

 Make the most of your time together. 

 Follow the prompts in this Guide for each module. 

Follow-up 
 Set up a ride-along schedule to assure techs are practicing the system and putting it into action. 

 Commit to a training reinforcement schedule. Our Instant Meeting Maker On-demand Training 

is designed to support everything taught in this course.  
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 Stick to it. If you don’t follow through, your techs will no longer see it as important. 

 Celebrate! You and your team have invested a great deal. Plan points to celebrate the wins. 

Never Give Up 
This really goes back to your commitment and clarity. The path to your goals may not be 
straight and it may not look the way you thought it would, but persistence will get you 
there. 
 
Anytime you make change to a system or a habit you will likely see a dip in performance. 
This is the learning or practice phase. For some that phase is very short and they adapt to 
new habits right away. For those people, the new habit is likely more comfortable than the 
old. But you will always have some who take a bit longer to adapt to change.  
 
If you are not seeing the results you intended, ask yourself these questions: 
 
Am I following my committed plan? Am I training consistently and using the questions and 
exercises in this guide? 
 
 
 
Am I providing an environment that is conducive to learning? 
 
 
 
Have I done a good job of sharing with my team what’s in it for them? 
 
 
 
What can I do to be a more effective facilitator? 
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Gratitude 
Coming from a place of gratitude can bring an entirely new perspective on life and business. 
When we walk into any day being grateful for what IS rather than focusing on what is 
missing we tend to attract more good things.  
 
Part of living in gratitude is celebrating the wins along the way, however big or small.  
 
Here are some ways you can show gratitude to your team for the effort they are putting 
into their growth. Continue this list with your own ideas. 
 
 Make your kickoff meeting a special event. Cook them breakfast, bring in lunch, provide them 

with a nice pen to work with, send them off with a coffee gift card. The goal is to demonstrate 

that this is a big deal to you. 

 Tell them you appreciate them. Tell them you’re grateful to have them on the team. 

 In your kick off meeting share one thing that you’re grateful for about each team member. 

 Send a note to their spouse/family to let them know about the training program and your 

appreciation for their commitment to their growth. 

 Shout-out texts to the team when a good sale comes in. 

 Atta-boys – a personal note or call just to thank them for their work. 

 Celebrate the milestones! Have a celebration when the course is complete.  

   

   

   

   

Enthusiasm 
This is all about your attitude and how you show up every day. If you are committed to the 
program, to creating a change and growth in your company then let it show. This is an 
incredible opportunity for everyone in your business to grow, to achieve more and to reach 
higher goals. It’s exciting stuff! It’s up to you to share that excitement. It’s contagious.  
 
Word of caution: If your enthusiasm is not sincere, they will sniff it out like a bloodhound! 
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Training Preparation 
Room Set-Up 
Ideally have you room set up so that your team can sit in a group. Round tables work well or 
long tables that can accommodate people on each side. The goal here is to create an 
environment where your team can talk and share with each other. If they are seated in rows 
that becomes more challenging. 
 
Technology  
You’ll need a screen or monitor large enough to allow all participants to view easily. This 
entire program is internet-based and can be streamed from anywhere you have reliable 
internet. 
 
 Monitor or screen 

 Sound/Speakers connected to computer or monitor 

 Reliable internet connection 

Materials and Support 
 
 Comfortable seating and writing surface 

 Adequate lighting for reading and writing 

 Participant Guides for each person including leaders 

 Pens 

 Beverages and snacks if you’re doing a longer session 

 Provide a break after 90 minutes when conducting longer sessions 
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Kickoff Meeting 
 
A strong kickoff meeting will set the tone for the entire school. Your team needs to see that 
you and the entire leadership team are committed to Service Sales Success School and that 
you are there to support them. Create an atmosphere that says, We’re in this together. 
 
Here are a few simple guidelines to help make your kickoff meeting successful. 
 
1. Prepare ahead of time. Engage the entire leadership team and identify the roles each person will 

play in the meeting.  

2. Use the work that you did in the previous section, The Six Dimensions of C.H.A.N.G.E., to create 

alignment with leadership on your desired outcomes and purpose for the training. 

3. Share with the team Why you have invested in this program.  

4. Share with the team What’s In It For Them. Get them involved by asking them what they would 

like to get from the training.  

5. Share the training schedule. Is it daily sessions? Weekly sessions? What is the follow-up plan? 

What time will the training take place? 

6. Be prepared to answer questions. Likely questions will be: 

 Do we get paid for the training time? 

 What if we are out and miss a session? 

 Does Dispatch know I’m going be in training? 

7. Make this meeting fun – bring your enthusiasm! Play upbeat music in the room as they’re 

coming in and breaking. Music is a great way to create atmosphere. 
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In this section you will find questions and exercises designed for you to use with your group 
at the end of each module. If you are training as a group, you’ll launch straight into these 
questions. If you have individuals who are working through the course on their own, you’ll 
ask them to come to you when they have completed a module. At that time you will use 
these questions and exercises to reinforce the learning and discover their understanding of 
the content.  
 
This should be a very interactive dialogue between you and the team. They should be doing 
the majority of the talking and sharing. You are there to facilitate, listen and guide the 
conversation. 
 
 
 

Module 1 - Course Introduction and Foundation 
What value do you see in using the Six Dimensions of C.H.A.N.G.E. in our service and sales 
process? 
 
 
Explain the difference you see between Delivering Value and Demonstrating Value. 
 
 
Exercise: Revisit page 5 and get students’ perspective on their own thoughts from this 
exercise. As the facilitator, make sure you listen to them and value their own thoughts and 
perspective. 
 
 
 
Additional questions:  
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Module 2 - Confidence and the Cost of Doing Business 
Why do you think confidence is so critical to success in all areas of life? 
 
 
How are you willing to get out of your comfort zone in the sales and service process? 
 
 
What surprises did you have while understanding the cost of doing business exercise? 
 
 
Exercise: Revisit their overhead list and discuss accordingly. Some people will have a lot and 
some will just have a few items here even though we provide them with examples. They 
must have some buy-in regarding pricing at this point. 
 
 
Additional questions:  
 
 

Module 3 - Finding Success Through Clarity and Habits 
What resonated with you regarding getting bounced around like a pinball on a service call? 
 
 
What habits are you willing to look at changing? Why? 
 
 
Why do you think clarity is necessary to accomplish your goals? 
 
 
Exercise: Further discuss the importance of clarity, then help them set some goals for 
themselves regarding process, production, and customer service. 
 
 
Additional questions: 
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Module 4 - Actions That Drive Results 
What is one way you might have been lying to yourself about what’s possible? 
 
 
How can we help each other when it comes to accountability? 
 
 
What is one of the accomplishments you’re proud of in your life? 
 
 
Exercise: Reinforce the importance of two-way communication and accountability and help 
them see they can use similar strategies to accomplish new things just the way they did 
others in the past. 
 
Additional questions: 
 
 

Module 5 - The Game-Changing Dimensions of C.H.A.N.G.E. 
Why do you think goal setting is important to success? 
 
 
What are a few key reasons you don’t want to give up? 
 
 
Why is it important to convey our gratitude to our clients for choosing us? 
 
 
How do you think you could increase your own enthusiasm in the sales and service process? 
 
 
 
(No additional exercise for this module) 
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Module 6 - 12 Step Ultimate Service Experience 
Why do you think the 12 Step Process is important? 
 
 
How much of this process are you currently utilizing in some capacity? 
 
 
What do you foresee as being the biggest challenges with this process? 
 
 
Exercise: Go back through the 12 steps together and uncover any challenges and/or 
concerns at this point. Don’t go too deep here or attempt to “fix” them, there’s plenty of 
school left for that. 
 
 
Additional questions: 
 
 

Module 7 - Directing the Service Call Process 
Why is it important for us to direct how the call is run and what direction it takes? 
 
 
What do you see when it comes to the importance of appearance? 
 
 
Why is a good mindset so critical? 
 
 
Exercise: Discuss the importance of improving confidence and ask them how you as the 
manager can help them improve their confidence levels. 
 
Additional questions: 
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Module 8 - Discovering To Earn the Right 
What make Discovery such a key phase to the service and sales process? 
 
 
What is the point behind building trust? 
 
 
What are some ways you see yourself building more connection with your clients? 
 
 
Exercise: Have them share their clarity question with you. Dig in, practice it, get them 
talking about potential challenges, etc. Then get their agreement so they will begin using it 
in the field. 
 
Additional questions:  
 
 

Module 9 - Discovery Through Proven Questions 
Why are questions so important to succeeding in the sales and service process? 
 
 
How can you see yourself improving the types of questions you ask as well as the quantity 
of questions? 
 
 
Exercise: Have them share 5-7 questions that can be asked on every single call. Also discuss 
the questions that you want to be asked on every single call company-wide. 
 
 
Additional questions: 
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Module 10 - Transitioning To Deliver Options 
How do you currently demonstrate value when it comes to presenting options to the client? 
 
 
What is the true importance of the Options Sheet? 
 
 
How do you feel about the Gratitude Statement? Have them share their Gratitude 
Statement. 
 
 
Share why you feel it’s so valuable for to let the customer know that you like your job and 
the company you work for. 
 
(no exercise for this module) 
Additional questions: 
 
 

Module 11 - Delivering Options 
Explain the difference (in your opinion) between wants and needs. 
 
 
How and when does a client get overwhelmed by options? 
 
 
Exercise: Build two (company approved) Options Sheets together for a specific scenario. 
 
 

Additional questions: 
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Module 12 - Service Agreement/Objections and Reviews 
Why don’t more people invest in a Service Agreement? 
 
 
How do you feel about objections? Do you feel any different after this module and 
program? 
 
 
What makes reviews so necessary in today’s world? 
 
 
Exercise: Skill practice having them ask you for a review in final steps of the call. Share your 
input and make sure they have ownership of their statement and question. 
 
 
Additional questions: 
 
 
 

It’s time to celebrate! 
Do you have a plan in place to celebrate the successful completion of the course? 
Ideas: 
 Lunch or dinner for the team 

 Gift cards to a local restaurant  

 Kick off a new contest to generate excitement and reinforce a specific result 

 Bowling party 

 Bring in local comedian for a fun break 

   

   

Remember to include the support staff in your celebration. They have participated too by 
managing the calls and scheduling around training. This helps to extend the culture of 
learning and growth. 
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The single fastest way to waste your time and money invested in training is to let it end at 
the end of this course. You must commit to reinforcing the learning and holding people 
accountable for results. Here are a few tools that are available to you for continuous 
reinforcement. 
 

Instant Meeting Maker On-Demand Technician Training  
This is a product of The Blue Collar Success Group. It includes more than 60 short video 
training segments that directly support the content delivered in Service Sales Success 
School Online. Each episode includes participant worksheets and leader transcripts. In 
addition, your leadership team will have access to monthly training calls with Kenny and the 
Blue Collar team.  
*If you are not already a member of Instant Meeting Maker you can learn more on our 
website at www.thebluecollarsuccessgroup.com/instant-meeting-maker/ 
 
 

Training and Profit Connection 
Our monthly newsletter that includes articles specifically for you as leaders. Each month 
there are articles focused on operational, leadership and marketing topics. If you are not 
receiving this newsletter now you can subscribe at 
www.thebluecollarsuccessgroup.com/free-reources or on our Facebook page at 
www.facebook.com/thebluecollarsuccessgroup  
 
 

The Blue Collar Podcast 
On our website you will find a podcast series that is developed just for you as the leader of a 
contracting business. Each episode approaches a different topic in the areas of leadership, 
operation, marketing and training. You can find these podcasts at  
www.thebluecollarsuccessgroup.com/podcasts 
  

http://www.thebluecollarsuccessgroup.com/instant-meeting-maker/
http://www.thebluecollarsuccessgroup.com/free-reources
http://www.facebook.com/thebluecollarsuccessgroup
http://www.thebluecollarsuccessgroup.com/podcasts
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Industry and vendor provided training 
There are many options available for training, we are just one of them. Expose yourself to 
what others have to offer. Learning is always good for your team. You’ll just need to 
determine what the right content is for the culture you are working to develop. 
 
 

Books, You Tube and Podcasts 
Always be on the lookout for great books that teach and inspire. Powerful information can 
come from very surprising and diverse sources. Here is a shortlist of recommendations: 
 
How to Win Friends and Influence People – Dale Carnegie 
The Success Principles – Jack Canfield 
The Six Dimensions of C.H.A.N.G.E. – Kenny Chapman (I had to ) 
TED Talks – www.ted.com 
E-Myth Revisited – Michael Gerber 
The Slight Edge – Jeff Olson 
HVAC Spells Wealth – Ron Smith 
 
 
 
 
 
 
 
 
 
 
 
 
  

http://www.ted.com/
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