HVAC Price Shopper Call Script: Answering "How Much Do You Charge?"
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Replace the words in [brackets] with your own, keep the order, and read the "What not to say" list with everyone who answers your line.
The script, step by step
1. Greet and check safety
Say: “Thank you for calling [Company], this is [Name]. Happy to go over pricing. First, is anyone smelling gas or hearing a carbon monoxide alarm?”
Why: Agreeing to talk about price keeps the caller on the line, and the safety check still comes first.
Write down: Safety issue reported (yes or no)
If gas smell or CO alarm: "Please get everyone outside now and call 911 or the gas company from outside. Once you're safe, our dispatcher will call you back." Alert dispatch.

2. One question about the problem
Say: “So I give you the right price, what is the system doing, or not doing?”
Why: One question shows the price depends on the problem, and tells you whether this is a repair, a tune-up or a replacement.
Write down: Symptom in the caller's words; Repair, maintenance or replacement
If no heat or no cooling with an at-risk person at home: Treat as urgent: give the fee, then offer the first slot today.
If caller wants a tune-up price: Give the tune-up price and what it includes, then go to the booking step.

3. Give the fee
Say: “To find out what's wrong, our diagnostic fee is [fee]. That covers the trip and a full diagnosis. [If you go ahead with the repair, the fee is credited toward it.]”
Why: A real number early is what the caller asked for. It is also the only price you can promise before anyone sees the system.
Write down: Fee quoted; Caller's reaction (accepted, hesitant, declined)

4. Explain how the repair is priced
Say: “The technician gives you the exact repair price before doing any work, so there are no surprises. If you decide not to go ahead, you pay only the diagnostic fee.”
Why: The fear behind price shopping is an open-ended bill. A firm price before work answers it.
Write down: Repair pricing explained (yes or no)
If caller pushes for a repair price range: "I'd be guessing, and I don't want to tell you a number the technician has to change. What I can promise is the price in writing before any work starts."

5. If they quote a competitor
Say: “That's a fair thing to compare. Ask them whether that price includes the diagnosis, and whether they give you the repair price before starting. Ours does both. [We also offer: warranty, same-day service, licensed technicians.]”
Why: You can't win on a number you haven't seen. You can make sure the caller compares the same thing.
Write down: Competitor price mentioned; What the caller is comparing

6. Name, number and address
Say: “Let me check what we have open near you. What's your name, the best number to reach you, and the address where the system is?”
Why: Asking for the address to check availability is natural, and it gives you a lead to follow up if the caller doesn't book.
Write down: Caller name; Callback number; Service address
If outside the service area: Say so plainly, and refer the caller if you have a referral partner.

7. Offer two times
Say: “I have [day, arrival window] or [day, arrival window]. Which works better for you?”
Why: The shopper's next step is another phone call unless you give them an easier one.
Write down: Appointment day and arrival window; Booked (yes or no)
If "I need to think about it" or "I'll call you back": "Of course. Can I text you our fee and the two times I have, so you have them in front of you?" Send the text and note a follow-up.

8. Confirm and close
Say: “You're booked for [day, arrival window] at [address]. The diagnostic fee is [fee], and you'll get the repair price before any work. We'll text you a confirmation. Thank you for calling [Company].”
Why: Repeating the fee at the close means the price at the door matches the price on the phone.
Write down: Confirmation sent

What not to say
Don't say: “We don't give prices over the phone.” Say instead: “Our diagnostic fee is [fee], and the technician gives you the repair price before any work.”
The caller asked one question. A refusal sends them to the company that answers it.
Don't say: “It's usually around [a repair price].” Say instead: “I'd be guessing. You'll have the exact price in writing before the technician starts.”
The number you guess becomes the number the customer expects.
Don't say: “We're the cheapest in town.” Say instead: “Here is what our fee includes, so you can compare it with the others.”
Someone is always cheaper, and callers who choose only on price leave on price.
Don't say: “The service call is free.” Say instead: “Our diagnostic fee is [fee] and it's credited toward the repair.”
Say it only if it is true with no conditions. A fee that appears later ends the job at the door.
When to hand off
Gas smell or CO alarm: Caller leaves the building and calls 911 or the gas company. Alert dispatch.
No heat or no cooling with an at-risk person: Give the fee, book the first slot today and alert dispatch.
Caller wants a replacement quote, not a repair: Book a comfort advisor visit using the replacement quote script.
Caller asks for a price match or a discount: Take the details and route to the service manager; don't agree on the phone.


Spanish version
The same steps in Spanish. Read it aloud with a fluent speaker on your team and adjust the wording to how your customers talk before you use it.
Paso 1. “Gracias por llamar a [Compañía], le habla [Nombre]. Con gusto le explico los precios. Primero, ¿alguien huele a gas o escucha una alarma de monóxido de carbono?”
Paso 2. “Para darle el precio correcto, ¿qué está haciendo el sistema, o qué dejó de hacer?”
Paso 3. “Para saber qué tiene, nuestra tarifa de diagnóstico es de [tarifa]. Cubre la visita y un diagnóstico completo. [Si decide hacer la reparación, la tarifa se le descuenta.]”
Paso 4. “El técnico le da el precio exacto de la reparación antes de hacer cualquier trabajo, para que no haya sorpresas. Si decide no hacerla, solo paga la tarifa de diagnóstico.”
Paso 5. “Es bueno comparar. Pregúnteles si ese precio incluye el diagnóstico, y si le dan el precio de la reparación antes de empezar. El nuestro incluye las dos cosas. [También ofrecemos: garantía, servicio el mismo día, técnicos con licencia.]”
Paso 6. “Déjeme ver qué tenemos disponible cerca de usted. ¿Cuál es su nombre, el mejor número para llamarle y la dirección donde está el sistema?”
Paso 7. “Tengo el [día, horario de llegada] o el [día, horario de llegada]. ¿Cuál le queda mejor?”
Paso 8. “Queda agendado para el [día, horario de llegada] en [dirección]. La tarifa de diagnóstico es de [tarifa], y le daremos el precio de la reparación antes de cualquier trabajo. Le mandaremos una confirmación por mensaje. Gracias por llamar a [Compañía].”
Sources
CPSC: Carbon monoxide information center: https://www.cpsc.gov/Safety-Education/Safety-Education-Centers/Carbon-Monoxide-Information-Center (checked October 23, 2026)
PG&E: Gas safety: https://www.pge.com/en/outages-and-safety/safety/gas-safety.html (checked October 23, 2026)
CDC: Carbon monoxide poisoning basics: https://www.cdc.gov/carbon-monoxide/about/index.html (checked October 23, 2026)
