Role Play Scenarios
1. You are at Mrs. Jones home because she feels that her furnace isn’t working properly.  She feels cold.  When you arrive at her home you find a heat pump.  When you question her, she is used to a gas furnace which is what her home had in the north. What do you do to show her that her home is being heated properly? 
2. You are at Mr. Smith's home on a fall inspection.  He called you because he got a postcard for a fall maintenance check.  You find a dirty system which doesn’t look like it has been maintained.  You also find a cracked heat exchanger.  This is the first time that you have been at Mr. Smith's home. 
3. Mr. White, a maintenance customer for more than 5 years, has a problem on the weekend.  He calls the answering service.  You call him back.
4. Mr. Black has been a maintenance customer for 15 years.  Upon inspection you that he has a cracked heat exchanger. Introduce the subject of replacing the system. 
5. Mr. Gray has been a maintenance customer for 10 years.  Upon inspection, you find that his system is working properly for its age. Introduce the subject of replacing the system. 


Role Play #1
You are Mrs. Jones. You don’t understand why, when the thermostat says 70 degrees you feel cold.  This has never happened in any of the other homes you’ve lived in.

Role Play #1
You are the service technician. You ask about her experiences in other places that she has lived.  Show her that the temperature in the house is where the thermostat says it is. Determine the humidity in the home and see if that could help.

Role Play #2
You are Mr. Smith. You don’t trust the service technician.  You think he is there just to sell you something you don’t need.  Once the technician shows you the crack, you can choose to believe him or not.  If you don’t believe him, ask for a second opinion.

Role Play #2
You are the service technician.  Explain a cracker heat exchanger.  Show Mr. Smith the pictures and make sure he understands what he is looking at.

Role Play #3
Your are Mr. White.  Your furnace went out and you are expecting company in two hours.  You don’t want a cold home.  You want the technician there as soon as possible.

Role Play #3
You are the technician.  You are on another call and you will get to Mr. White next since he is a maintenance customer.  Give him a time range to be at his home.

Role Play #4
You are Mr. Black.  You knew that the time was coming that you would have to replace your furnace.  Find out your options (and if the tech doesn’t bring up financing ask about it).

Role Play #4
You are the technician. Explain the consequences of cracked heat exchangers.  Then give him repair or replace options.


Role Play #5
You are Mr. Gray.  You are relieved that your furnace is operating properly.

Role Play #5
You are the technician. Bring up the fact that his system is getting older and that he might want to consider newer, more efficient furnaces.
