HVAC Replacement Quote Call Script: Booking the In-Home Estimate
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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 the system is safe
Say: “Thank you for calling [Company], this is [Name]. I can set up a quote for you. First, is the current system running, and is anyone smelling gas or hearing a carbon monoxide alarm?”
Why: A cracked heat exchanger or a gas smell is why some people call about a new system. It also tells you whether the home has heating or cooling today.
Write down: System running (yes or no); 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.
If system is down in extreme heat or cold: Offer a same-day repair or diagnostic visit as well as the estimate, and ask whether anyone at home is at risk.

2. Name, number and address
Say: “Can I get your name, the best number and email for you, and the address of the home?”
Why: The estimate, the confirmation and any follow-up need the name, number and email, and the address confirms the service area.
Write down: Caller name; Callback number; Email; Property address
If outside the service area: Say so plainly, and refer the caller if you have a referral partner.

3. The current system
Say: “What do you have now: a furnace and AC, a heat pump, a boiler or something else? Roughly how old is it, and what's been going wrong?”
Why: Type and age tell the advisor what to bring. The problem in the caller's words is what the quote has to solve.
Write down: System type and fuel; Approximate age; Problem in the caller's words; Recent repair quotes, if any

4. The home
Say: “About how big is the home, and how many floors? Are there rooms that are always too hot or too cold?”
Why: Size and comfort complaints point to ductwork and sizing questions the advisor should plan time for.
Write down: Approximate square footage; Floors; Comfort problems by room; Own or rent
If caller rents: Ask for the owner's or property manager's contact; the estimate needs the person who can approve it.

5. Timeline and what matters most
Say: “When are you hoping to have this done? And what matters most to you: lower bills, comfort, noise, or getting it done quickly?”
Why: A caller who needs it this week and a caller planning for spring get different appointments and different options.
Write down: Timeline; Priority; Other quotes already received (yes or no)

6. Answer the ballpark question
Say: “I'd be guessing if I gave you a number now, because it depends on the equipment, the ductwork and the home. The estimate is [free / fee], takes about [length], and you'll get exact prices for [two or three] options in writing. We can also go over financing at the visit if that's useful.”
Why: The caller will ask. A clear reason, a free or priced visit and written options answer the question without a number you can't keep.
Write down: Ballpark requested (yes or no); Interested in financing (yes or no)

7. Book with every decision-maker
Say: “Who else will be part of the decision? It helps to have everyone there so all the questions get answered once. I have [day, time] or [day, time]. Which works for both of you?”
Why: An estimate given to one of two decision-makers usually ends in a delay.
Write down: Decision-makers; Appointment day and time; Access notes, pets, attic or crawl space access

8. Confirm and close
Say: “You're set for [day, time] at [address] with [advisor name]. We'll text and email a confirmation. If the system stops working before then, call us and we'll get a technician out. Thank you for calling [Company].”
Why: Naming the advisor and offering help in the meantime keeps the caller from booking a second company out of worry.
Write down: Confirmation sent

What not to say
Don't say: “A new system runs about [price].” Say instead: “You'll get exact prices for a few options in writing at the visit.”
A phone ballpark is either too low, and you break it, or too high, and the caller never books.
Don't say: “You'll get a tax credit or a rebate on that.” Say instead: “The advisor will go over any rebates or incentives that apply to the equipment you choose.”
Incentives change and depend on the equipment and the household. Don't promise money you don't control.
Don't say: “Someone from sales will call you back.” Say instead: “I have [day, time] or [day, time] for the estimate.”
The caller is ready now. A callback gives the next company time to book them.
Don't say: “Your system is too old to repair.” Say instead: “The advisor can show you repair and replacement options side by side.”
Nobody has seen the system. Let the person in the home make that case.
When to hand off
Gas smell or CO alarm: Caller leaves the building and calls 911 or the gas company. Alert dispatch.
System down with an at-risk person at home: Book a same-day technician visit and the estimate; alert dispatch.
Commercial building or more than one system: Route to the commercial or senior comfort advisor.
Caller already has a written quote from you: Route to the advisor who wrote it, with the caller's question.


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]. Le puedo agendar una cotización. Primero, ¿el sistema actual está funcionando, y alguien huele a gas o escucha una alarma de monóxido de carbono?”
Paso 2. “¿Me da su nombre, el mejor número y correo electrónico para comunicarnos con usted, y la dirección de la casa?”
Paso 3. “¿Qué tiene ahora: calefacción y aire acondicionado, una bomba de calor, una caldera u otra cosa? ¿Más o menos cuántos años tiene, y qué problemas le ha dado?”
Paso 4. “¿Más o menos de qué tamaño es la casa, y cuántos pisos tiene? ¿Hay cuartos que siempre están muy calientes o muy fríos?”
Paso 5. “¿Para cuándo le gustaría tenerlo listo? ¿Y qué es lo más importante para usted: pagar menos de luz o gas, la comodidad, el ruido, o que se haga rápido?”
Paso 6. “Si le diera un número ahora estaría adivinando, porque depende del equipo, los ductos y la casa. La cotización es [gratis / tarifa], toma como [duración], y le damos por escrito el precio exacto de [dos o tres] opciones. También podemos ver opciones de financiamiento en la visita si le interesa.”
Paso 7. “¿Quién más va a participar en la decisión? Ayuda que estén todos para contestar todas las preguntas de una vez. Tengo el [día, hora] o el [día, hora]. ¿Cuál les queda mejor?”
Paso 8. “Queda agendado para el [día, hora] en [dirección] con [nombre del asesor]. Le mandaremos una confirmación por mensaje y por correo. Si el sistema deja de funcionar antes, llámenos y le mandamos un técnico. 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)
Ready.gov: Extreme heat and heat-related illness: https://www.ready.gov/heat (checked October 23, 2026)
Ready.gov: Winter weather: https://www.ready.gov/winter-weather (checked October 23, 2026)
