Plumbing Dispatcher Script: Emergency Call Triage for Burst Pipes, Sewage and Gas
botcadence.com/call-scripts/plumbing-emergency-dispatch-call-script · Updated November 12, 2026
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, then check for gas and sewage
Say: “Thank you for calling [Company], this is [Name]. Before anything else: do you smell gas, or is sewage coming up into the house?”
Why: A gas smell ends the intake: the caller has to leave before they do anything else. Sewage changes what the caller should touch and what the plumber brings.
Write down: Gas smell; Sewage or drain water coming up inside; Anyone feeling unwell
If gas smell: "Please hang up, leave the building now with everyone, and don't touch light switches on the way out. Once you're outside, call 911 or the gas company." Log the call and alert the on-call plumber.
If sewage coming up: "Please keep children and pets away from it, and don't run any water or flush until we've been out." Continue the script and treat as urgent.

2. Is water still running, and can they shut it off?
Say: “Is water still coming out right now? If it is, do you know where your main water shutoff is, and can you get to it safely?”
Why: Every minute of running water adds to the damage. One instruction the caller can follow safely is worth more than a faster truck.
Write down: Water still running (yes or no); Main or fixture valve closed; Water near outlets, the panel or a ceiling light
If water is near outlets, the electrical panel or coming through a light fixture: "Please stay out of that area and don't touch anything electrical that is wet."
If a toilet is overflowing: "There is a small valve on the wall behind the toilet. If you can reach it, turn it clockwise until it stops."
If the caller can't find or reach the main: Don't coach a search through a crawl space or a flooded room. Move on and mark the call for the on-call plumber.

3. Get the callback number and address
Say: “In case we get cut off, what's the best number to reach you, and what's the address?”
Why: If the call drops, the plumber can still call back and find the property. The address also tells you whether it is in your service area.
Write down: Caller name; Callback number; Service address, unit and gate code; Inside service area (yes or no)

4. What is leaking, blocked or not working?
Say: “Tell me what's happening: which pipe, drain, toilet or heater is it, and when did it start?”
Why: The fixture and symptom decide the urgency, the plumber and what goes on the truck.
Write down: Fixture or line; Symptom in the caller's words; When it started; One fixture or several; Water heater: gas or electric
If several drains are backing up at once: Treat it as urgent and ask again whether any sewage has come up inside.
If a water heater is leaking: "Please don't touch the relief valve or the pipe that comes from it. If the tank is hissing, steaming or spraying hot water, stay well away from it." Treat steam or spraying water as urgent.

5. What kind of property, and who is there?
Say: “Is this a house, an apartment or a business? And is there anyone at the property who can't stay there without water?”
Why: A restaurant with a blocked floor drain or a home with no water and a newborn is more urgent than the same fault elsewhere.
Write down: House, apartment or business; People who can't go without water; Other units affected

6. Who approves the work?
Say: “Are you the owner of the property? If not, who should we speak to about approving the visit?”
Why: Tenants can report a leak but often can't approve a fee. Knowing this now avoids a plumber waiting at the door.
Write down: Owner, tenant, property manager or warranty company; Approver's name and number; Work order or claim number

7. Explain the fee and offer the choice
Say: “Our after-hours visit is [after-hours rate], which [covers the trip and diagnosis / is separate from the repair]. Or we can book you for [first regular slot] at our regular rate of [dispatch fee]. Which would you like?”
Why: A fee agreed on the phone avoids a dispute at the door, and offering the regular slot lets callers whose problem has stopped choose it.
Write down: Fee quoted and accepted; Tonight or first regular slot

8. Say exactly what happens next
Say: “[Tonight:] I'm sending this to our on-call plumber now, and they will call you at [number] within [your callback window] with an arrival time. [Booked:] You're booked for [day and window], and we'll text you when the plumber is on the way.”
Why: The caller needs one clear next step. The plumber gives the arrival time, not the person on the phone.
Write down: Time the on-call plumber was alerted; Appointment window

9. Close with the safety reminder
Say: “If you smell gas at any point, leave the building and call 911 or the gas company. If the water starts again, close the valve and call us back. Thank you for calling [Company].”
Why: Conditions change while the caller waits, and they will follow the last thing they heard.

What not to say
Don't say: “A plumber will be there in 30 minutes.” Say instead: “Our on-call plumber will call you within [window] with an arrival time.”
The person on the phone doesn't know where the plumber is.
Don't say: “That sounds like a broken sewer line.” Say instead: “I've written down what you're seeing, and the plumber will find the cause when they are there.”
A diagnosis by phone sets a price expectation before anyone has looked.
Don't say: “It should be about a few hundred to fix.” Say instead: “The visit is [fee]. The plumber gives you the repair price before starting any work.”
A repair price guessed from a description is the one the customer remembers.
Don't say: “Try relighting the pilot light.” Say instead: “Please leave the heater as it is until the plumber has looked at it.”
Gas appliance steps over the phone can hurt someone.
Don't say: “Your landlord has to pay for this.” Say instead: “I'll note that you're the tenant and take your landlord's number so we can confirm who approves the visit.”
Who pays is between the tenant and the owner.
When to hand off
Gas smell: Caller leaves and calls 911 or the gas company. Log the call and alert the on-call plumber.
Water still running, or sewage inside the building: Alert the on-call plumber now, then the backup if there is no reply within your window.
A named commercial account or property manager calls after hours: Alert on-call regardless of the fault, as your contract says.
The caller disputes a bill or reports a problem with a finished job: Take the job address and pass it to the office manager; don't discuss the charge.
Water has soaked floors, walls or a ceiling: Record the wet rooms so the plumber can refer the drying to your restoration partner.


Spanish version
Spanish wording for each step. Have a fluent speaker on your team read it once and adjust it to how your customers speak.
Paso 1. “Gracias por llamar a [Compañía], le habla [Nombre]. Antes que nada: ¿huele a gas, o están saliendo aguas negras dentro de la casa?”
Paso 2. “¿Sigue saliendo agua en este momento? Si es así, ¿sabe dónde está la llave de paso principal, y puede llegar a ella sin peligro?”
Paso 3. “Por si se corta la llamada, ¿cuál es el mejor número para comunicarnos con usted, y cuál es la dirección?”
Paso 4. “Cuénteme qué está pasando: ¿qué tubería, desagüe, inodoro o calentador es, y desde cuándo?”
Paso 5. “¿Es una casa, un apartamento o un negocio? ¿Y hay alguien en la propiedad que no pueda quedarse ahí sin agua?”
Paso 6. “¿Usted es el dueño de la propiedad? Si no, ¿con quién debemos hablar para aprobar la visita?”
Paso 7. “Nuestra visita fuera de horario cuesta [tarifa fuera de horario], que [cubre el traslado y el diagnóstico / es aparte de la reparación]. O le podemos agendar para [primera cita en horario normal] con nuestra tarifa normal de [tarifa de visita]. ¿Qué prefiere?”
Paso 8. “[Esta noche:] Le estoy pasando esto ahora mismo a nuestro plomero de guardia, y él le va a llamar al [número] dentro de [su tiempo de respuesta] para darle la hora de llegada. [Agendado:] Queda agendado para el [día y horario], y le mandaremos un mensaje cuando el plomero vaya en camino.”
Paso 9. “Si en algún momento huele a gas, salgan del edificio y llame al 911 o a la compañía de gas. Si el agua vuelve a salir, cierre la llave y llámenos de nuevo. Gracias por llamar a [Compañía].”
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