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This book was written and produced by the Blue Collar Success Group.  
 
The Blue Collar Success Group was founded by Kenny Chapman, well-known PHCE 
industry trainer and Tom McCart Award-winning consultant. Kenny started out as 
a one-truck operator with a strong entrepreneurial spirit over 20 years ago and 
remains the current President of Peterson PHC in Western Colorado.  Focus on 
strategic growth and implementing systems in his own business allows Kenny 
the freedom to travel around the world helping other companies experience 
exponential successes of their own. Kenny has become a well-respected expert 
on business and personal development, authoring the book The Six 
Dimensions of C.H.A.N.G.E. and developing the Blue Collar Coaching System 
based on the need for personalized solutions to everyday challenges that 
fellow business owners experience.  

Our mission is to have a positive impact on companies in the Blue Collar 
industries specializing in Plumbing, Heating, Cooling and Electrical fields. Our goal 
is for this influence, in turn, to have a lasting effect on the lives of business 
owners, team members and the clients our companies serve every day. We strive 
to provide the highest quality training and information for owners, managers and 
technicians, bringing together some of the smartest minds and most innovative 
ideas in the industry. We take proven strategies and pair them with 
progressive thinking to offer our clients the tools necessary to grow their 
business, dominate their marketplace and live they life they’ve always wanted. 
 
 
To learn more about how The Blue Collar Success Group can help you, your company and 
your team members operate at peak performance, visit 
www.thebluecollarsuccessgroup.com  
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Why Are Ride-Alongs Important? 
 
 

 
 

Ride-alongs are one of the best things you can do as a manager in order to 
really understand what is happening in the field. You can train your technicians 
consistently, but in order to see if the skills are really being used as effectively 
as possible, it helps to get in the truck, go on calls, and observe the actual 
customer interactions.  
 
Sometimes results speak for themselves, but it’s hard to always know if 
technicians are presenting options in the correct manner, communicating 
effectively, and so on. 
 
At the Blue Collar Success Group, we firmly believe in the value of ride-alongs 
in our companies. They are always very revealing, and show us where training 
or understanding might be falling short.  
 
During our on-site consulting, the most effective thing that we can do to 
supplement the training school is to use real world, relevant experiences to 
confirm the teachings. We even discuss what happened during the ride-alongs 
in the next morning’s training session. The other technicians like to hear what 
is happening with their fellow team members and find the specific 
circumstances of a call very relatable, which helps everyone learn from each 
customer situation. 
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The Key to a Successful Ride-Along 
 
 

 
As a manager, the key to a successful ride-along is twofold: 
 

1. What you do while you are on the call. 
2. What you do with your observations from the call. 

 
While you are on the call with your technician, your role is to learn and observe. 
Be as objective as possible with these observations. Think about how you can 
take the information you gained and turn it into teaching points for the other 
technicians.  
 
Each company has a different culture, so you need to decide how to present the 
information. You should always break down the ride-along with your technician 
privately, and then decide if you want to mention the tech’s name or just use 
anonymous examples when sharing details about the call with other team 
members. It is best to initially share the examples within a week of when you 
actually went on the call to keep them as relevant as possible, and then refer 
back to them as reinforcement points.  
 
This process will become continually easier and more efficient as you get used 
to the process. The best way to have a successful ride-along is to develop a 
system that you use on each call. This creates consistency not only for you, but 
also for your technicians.  
 
Obviously, your technicians will talk to each other about their ride-alongs, and 
it is important that they all feel that the process is the same for each 
individual. 
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Developing a System for Your Ride-Alongs 
 
 

To assist you in the beginning, we have developed a ride-along system to guide 
you regarding where to start, what to look for, and how to use what you learn 
to help your technicians improve their skills and their results. 
 
 

 -
 

a. Get your mind right as the manager- Know what you want to get 
from the ride-along and prepare to focus and observe. Be ready to 
take lots of mental notes (and even jot down a few discreet 
thoughts). 

b. Have confidence in your ability as a manager and knowledge of the 
sales process.  

c. Remember, you will be observing, not selling. Remind yourself that 
you are there to help the technician, not take over the call.  

d. Schedule time for discussion with the tech after call to discuss what 
they did well and identify areas of personal improvement. 
 

 

 
a. Who and why? 

i. Are you going with your best techs, your poor techs, or will 
you just rotate so you can ride with everyone? 

ii. Who you choose to ride with can depend on performance, 
attitude, timing, etc. 
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b. The best selection process is to ride with everyone over a period of 
time, so that no one feels left out. This will also give you a better 
overall feeling of how well your training is working. 

c. Plan for how often you will be doing the ride-alongs, and then be 
consistent! It is easy to get “too busy” or distracted with other 
things, so always make the time in your schedule. 
 

 -
 

a. What and why? Discuss the purpose of the ride-along with your 
technician. This can be done through a quick meeting beforehand 
or in the truck on your way to the call if you have a long enough 
ride. 

b. Key points to discuss: 
i. Purpose of the ride-along (Objective observation) 

ii. Map the process for them – Why are you there? 
1. To assist and support 
2. To gain real-time information 
3. Reason must be clear and understood by both parties 

iii. How the ride-along will look- Logistics 
1. Clarify roles  

a. Let them know that you will be their helper, etc. 
b. How will they explain to the customer who you 

are? 
iv. Feedback will happen later 

1. NEVER give feedback during the call or while filling out 
paperwork. 

2. Give feedback off site (if possible). A coffee shop is a 
great place for a feedback meeting. 

3. Use two-way effective communication. 
a. Question – Listen – Repeat  
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a. Investment analogy – Are you willing to lose today for future 
return? 

i. NEVER take over a call in the middle. Techs need to learn by 
making a mistake themselves, then discussing later how it 
could be done differently. If you just show them how YOU do 
it, it won’t help them change their personal process.  

ii. Today vs. future – The fisherman analogy comes to mind: 
“Give someone a fish and they can eat today; teach someone 
to fish and they can eat for a lifetime.” Help them see that 
they need to learn from their own experiences, not having 
you do it for them. 

b. Be objective and fair 
i. Be honest with yourself 

ii. Focus on Behavior Change vs. Short-term Outcome  
c. Complete integrity  
d. Absolutely NO feedback during observation 

i. NEVER during call or paperwork (have we mentioned this?) 
e. Hard work and sweat = Respect 

i. Stay on the call once in a while, carry tools, set equipment, 
sweat! 
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a. Technician recaps call first, then coaching begins with strategic 

questions.  
b. Keep communication safe, open, honest, without judgment or 

consequence.  
c. Listen, and take nothing personally. 
d. Focus on process – Not result or outcome 

i. Great sales can come from poor process and vice versa 
1. Keep in mind when coaching 

ii. Winning together – Not punishment 
e. Ask guiding questions to get to your teachable points 

i. Ex: “Is there anything else we could have looked for, noticed, 
or talked about at call.” – Not: “I would have done xyz, sold 
abc, etc. 

 

  –

 
a. Commitment and action items from technician 

i. Responsibilities and buy-in 
ii. Consistency – Do what you say you will do. 

iii. Document any necessary commitments (after session), and 
then hold yourself and your technician accountable. 
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Additional Tips and Ideas to Maximize Your Ride-Along 
Coaching 
 
 

 Create a 30-Day Goal Success Plan 
o Who, when, how often? How will you measure your success? 
o Create a goal for the program, sold hours, average sale, etc. 
o Create a Win-Win-Win situation for the company, the technician 

and the customer. 
 

 

 The Six C’s of Commitment Coaching 
o Connection 
o Confidence 
o Communication – including questions 
o Challenge – safe environment, turning back to them 
o Close 
o Confirmation – including commitment 
 

 Continuously Thread The Six Dimensions of C.H.A.N.G.E.* Into 
Your Coaching 

o Clarity 
o Habits 
o Action 
o Never Give Up 
o Gratitude 
o Enthusiasm 

 
                     *Based on the book The Six Dimensions of C.H.A.N.G.E. by Kenny Chapman 
 
 


