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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, then check the hazards
Say: “Thank you for calling [Company], this is [Name]. First, is everyone safe? Is water dripping near any lights, outlets or your electrical panel, or is any part of the ceiling sagging?”
Why: Water and electricity together are the injury risk inside the house, and a ceiling that is bulging with water can come down.
Write down: Anyone hurt; Water near lights, outlets or the panel; Ceiling sagging or bulging; Tree or line on the house
If someone is hurt, a tree has come through with people inside, or a power line is on the house: "Please call 911 now and stay away from the line. Call us back when everyone is safe."
If water is near lights, outlets or the panel: "Please stay out of that room and don't touch the switches there."
If the ceiling is sagging: "Please keep everyone out from under that part of the ceiling."

2. Keep the caller off the roof
Say: “Please don't go up on the roof, even to look. If it's safe, a photo from the ground or from a window is all we need for now.”
Why: Falls are how homeowners get hurt after a storm. Saying it early stops the caller going up while they wait.
Write down: Caller told to stay off the roof; Photos available

3. Get the callback number and address
Say: “In case we get disconnected, what's the best number to reach you, and the address of the property?”
Why: The crew lead needs both to call back, and the address shows whether the home is in your service area.
Write down: Caller name; Callback number; Property address; Inside service area (yes or no)

4. Where is water coming in, and how much?
Say: “Where are you seeing water: which room, and is it a stain, a drip or a steady stream? When did you first notice it?”
Why: A steady stream through an open roof is tonight's job. A stain is an inspection.
Write down: Room and location; Stain, drip or stream; First noticed; Still coming in (yes or no)
If water is coming in now: "If you can do it safely, put a bucket under it and move furniture and electronics out of the way."

5. What happened to the roof?
Say: “Do you know what caused it? Was there a storm, hail, wind or a fallen branch, and can you see any damage from the ground?”
Why: The cause and the date matter to the crew and, later, to the insurer. Record what the caller says without judging it.
Write down: Storm, hail, wind, tree or unknown; Date of the storm; Damage visible from the ground

6. Roof age, material and height
Say: “About how old is the roof, and is it shingle, metal, tile or a flat roof? Is the house one story or two?”
Why: The material and the height decide the crew, the ladder and what goes on the truck.
Write down: Roof age; Material; Stories; Skylights, chimney or solar near the leak

7. Who owns the home?
Say: “Are you the owner of the home? If not, who should we talk to about approving any work?”
Why: A tenant can report the leak, but the owner or manager approves a tarp or a repair.
Write down: Owner, tenant or property manager; Approver's name and number

8. Record the insurance, without advice
Say: “Have you contacted your insurance company about this? If you have, who is the carrier, and do you have a claim number or an adjuster's visit scheduled?”
Why: The inspector wants to arrive before the adjuster does. Coverage is the insurer's decision, so only the facts are written down.
Write down: Carrier; Claim filed (yes or no); Claim number; Adjuster visit date

9. Say exactly what happens next
Say: “[Tonight:] I'm sending this to our crew lead now, and they will call you at [number] within [your callback window] about covering the roof. [Booked:] You're booked for an inspection on [day and window], and the inspector will call when they are on the way.”
Why: The caller needs one clear next step, and the crew lead is the one who knows when a crew can get there.
Write down: Time the crew lead was alerted; Inspection window

10. Close with the safety reminder
Say: “Until we get there, please stay off the roof and out from under any wet ceiling. Keep photos of the damage and any receipts. Thank you for calling [Company].”
Why: People act on the last thing they hear, and photos and receipts are what an insurer asks for.

What not to say
Don't say: “Your insurance will pay for a new roof.” Say instead: “Your adjuster decides what the policy covers. Our inspector will document what's on the roof.”
Coverage is the insurer's decision, and promising it creates a dispute later.
Don't say: “Don't worry about the deductible, we'll take care of it.” Say instead: “The deductible is between you and your insurer.”
Texas law, for one, bars a contractor from paying, waiving or rebating an insurance deductible.
Don't say: “You can throw a tarp over it yourself for now.” Say instead: “Please stay off the roof. A bucket inside and photos from the ground are enough until we get there.”
A wet or damaged roof is where homeowners fall.
Don't say: “We'll have a crew there within the hour.” Say instead: “Our crew lead will call you within [window] with a time.”
After a storm the person on the phone doesn't know the backlog.
Don't say: “That's definitely hail damage.” Say instead: “I've noted what you're seeing, and the inspector will check the roof.”
Nobody can identify damage from a phone description.
When to hand off
Injury, a tree through the structure with people inside, or a line on the house: Caller calls 911. Log the call.
Water coming in now and you offer emergency tarping: Alert the crew lead now, then the backup if there is no reply within your window.
A named commercial account or property manager reports a leak: Alert the project manager, as your contract says.
The caller asks about coverage, the deductible or dealing with the adjuster: Record the carrier and claim number and pass the question to the owner or sales manager.
An existing customer reports a leak on a roof you installed: Mark it as a warranty call and send it to the service manager the same day.


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]. Primero, ¿están todos bien? ¿Está cayendo agua cerca de lámparas, enchufes o del tablero eléctrico, o hay alguna parte del techo interior que se esté colgando?”
Paso 2. “Por favor no se suba al techo, ni siquiera para revisar. Si es seguro, con una foto desde el suelo o desde una ventana es suficiente por ahora.”
Paso 3. “Por si se corta la llamada, ¿cuál es el mejor número para comunicarnos con usted, y la dirección de la propiedad?”
Paso 4. “¿Dónde está viendo agua: en qué cuarto, y es una mancha, una gotera o un chorro constante? ¿Cuándo lo notó por primera vez?”
Paso 5. “¿Sabe qué lo causó? ¿Hubo una tormenta, granizo, viento o se cayó una rama, y se ve algún daño desde el suelo?”
Paso 6. “¿Más o menos cuántos años tiene el techo, y es de tejas de asfalto, de metal, de teja o es un techo plano? ¿La casa es de uno o de dos pisos?”
Paso 7. “¿Usted es el dueño de la casa? Si no, ¿con quién debemos hablar para aprobar algún trabajo?”
Paso 8. “¿Ya se comunicó con su compañía de seguros por esto? Si ya lo hizo, ¿cuál es la aseguradora, y tiene un número de reclamo o una visita del ajustador programada?”
Paso 9. “[Esta noche:] Le estoy pasando esto ahora mismo a nuestro jefe de cuadrilla, y él le va a llamar al [número] dentro de [su tiempo de respuesta] para ver cómo cubrir el techo. [Agendado:] Queda agendada la inspección para el [día y horario], y el inspector le llamará cuando vaya en camino.”
Paso 10. “Mientras llegamos, por favor no se suba al techo y no se quede debajo de ninguna parte mojada del techo interior. Guarde las fotos del daño y los recibos. Gracias por llamar a [Compañía].”
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