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Who Am 1I:

N
N

#Doug Garrett, CEM
#Building Performance &

Comfort, Inc.
®Dgarrett@texas.net
®wWww.bpchomeperformance.con

Qualifications: /ve seen it all,

made every possible mistake,
and lived to tell about .


mailto:Dgarrett@texas.net
http://www.bpchomeperformance.com/

Doug Garrett, CEM
Building Performance & Comfort, Inc.

-4 ACCA Certified Instructor for A/C sizing, duct
design and equipment (Manuals J, D, S)

# Association of Energy Engineers, Certified
Energy Manager

# BPI Certified in Building Analysis, A/C & Heat
Pump, and Envelope Professional

# Administered IECC Code for 8 years, lead
trainer for IECC in TX since 2000

# Full range of building science training,
residential and commercial forensic
investigation and home design consulting

# Former builder, remodeler
# www.bpchomeperformance.com
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The S Curve”
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#®"Typically in the Innovation phase of
the S-Curve, these unfamiliar products
are expensive and downright difficult to
use. Early adopters tend to be younger,
urban and affluent and they provide
important feedback for product
improvement.”




The S Curve”
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#"0nce the product hits the critical mass
of around 10 per cent market share, we
see the beginning of the Growth phase
of the S-Curve.”

#"The acceleration is so rapid that it
takes the same amount of time for a
product to reach 90% of the market
that it took to establish a 10% toehold.”
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The Hard Work Has Been Done. Are
You Ready For What's Comming?
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_Evolution of any Industry

Stage 1 Put it in, walk away -C

...one size fits all

Stage 2 Customized product -

“ Black car
only”

...cUustomer-driven
@ Fully guaranteed 100,000 m.
oﬁo warrant
...Systems approac




\What Is Stage 37

granite counter tops:

| # Finding, and fixing underlying problems

# Providing unexpected benefits and value

# Offering a guaranteed turnkey high
performance package

... YOU could do this now!

"Going beyond selling square footage and

AN




Using and improving
all the building envelope,
lighting, appliances,

and HVAC features together...

...to turn problems of air,
heat, and moisture into BENEFITS

...iIn both new and existing homes

AN




What is a Sale?

What physically and
emotionally takes place?







N

Sale: A transfer of feelings'!

Feelings Transferred:
#® Professionalism

#® Value (not "quality”)
® Enthusiasm
# Confidence*

*(kno wledge and experience)




Has a customer said to you...

N

#"We just felt better about you!”

#"We just felt
you'd do a
better job!”
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How many times have you spent
more than you had budgeted for a
purchase, simply because you

felt right about it?

Getting the customer to feel right
Is a valuable selling objective!




What You Don't Sell?

" #You don't sell energy efficiency!
# Efficiency is a logical attribute- no sizzle

#People make ALL decisions based on
emotion — Yes, that includes you!

# Recent scientific research confirms that
decisions are made in the emotional
center of the brain and then in
milliseconds, the brain asks the logical
side to find a sound justification for the
decision
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Words You Don't Use:

# ACH50, cfm50
# Cfm25, BTU's
#® ASHRAE 62.2

# RESNET, HERS

# HVAC, air handler, plenum, condenser
# drainage plane, control layer

# Flashing, perms

#® kWh, pressure relief




What Do You Sell?
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" @ You Sell the Emotionally Loaded Values

# People buy through an emotional decision
based on reason.

#Then, when you have them wanting the
comfort, health, low maintenance
durability, social prestige, etc

#Then you give them a sound and
undeniably logical justification to validate
their emotional decision — Efficiency, ROI,
based in good dollars and sense reasoning!




What do you sell?

We sell perceptions...

justified by logic!

Comfort Appearance Safety
Security Convenience Health
Appeal Life Style Status
Fashion Success Value
Leisure Efficiency Durability |

Environment Peace of Mind

...and more
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Words You Use:

J #comfort, health, safety
#house, home
#floor, walls, ceiling

# attic, garage

#hot, cold, just right

#Drafty, hole, leak

#air conditioner, heater, filter, thermostat
#energy bill, electricity, inadequate




Brad Mann, owner of Comfort First Heating and
Cooling in Lansing, Michigan, has embraced home-
performance since 2004 and says in Home Energy

A
Y

“Magazine:
#"The Message Is Comfort”

#"0ne of this industry’s biggest problems
is thinking that everyone really cares

about saving the planet,” said Mann.
With very few exceptions, “the average
homeowner couldnt care less . They
care more about helping their asthma
or being more comfortable.”
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What's in it for YOU?

J@ Lets you sell comfort, health, and safety
# Minimizes costly callbacks and liabilities

@
@

®

Hig

ner closing rate

Reduces seasonal workload lulls

Hel

DS keep good employees

# Separates you from competitors
# Allows you to do ‘the right thing’

...and youll make more money!




If the customer can see no
difference between you and the
competition...

the purchase will be
made on the basis of

price!
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We Must Link Features to
Benefits In Our Customers Minds:

#® A/C is right sized for Texas

= We take care to computer size our a/c’s to
ensure that they do a great job of

removing humidity to keep the house
comfortable during our humid summers.

s We right size our a/c systems to the
climate in this city to ensure that they
perform as expected and deliver whole
house comfort during our hot and humid
summers.




We Must Link Features to
Benefits In Our Customers Minds:
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~ ®Tightly Air Sealed Ducts:

m Testing
duct lea
electric

oy TAMU has proved that most
s add about 30%-50% to your

vills. Your new duct system will be

tested to ensure a tight system. That

means that your home will have healthier
indoor air quality and greater comfort in all

rooms.

s [ested and tightly sealed ducts mean that

the cool

air will get to where its needed

ensuring comfort in every room and

reduced

bills.




We Must Link Features to
Benefits In Our Customers Minds:
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@ Total Wall Fill Insulation:

= We use a total wall fill insulation system
which means that your home won't suffer
the hot and cold spots like other homes.

= Sloppy insulation installation means poor
comfort. The total wall fill insulation that
we use allows no gaps or voids so it
ensures improved comfort for your family.




We Must Link Features to
Benefits In Our Customers Minds:
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®\Windows Comfort Tuned for Texas

= Windows today have high tech coatings
and we only install those designed to block

summer heat and UV rays while keeping
heat in during the winter. This means
greater comfort in both seasons.

= We install only windows performance
tuned to our Texas climate to block heat
and UV rays which means far less fading of
your precious furnishings and greater
comfort.




We Must Link Features to
Benefits In Our Customers Minds:

#\Ventilated With Healthy, Fresh Outdoor Air:

= Good health and indoor air quality for your
family is a priority in our homes. We install a
system engineered to ventilate the house with
the right amount of fresh outdoor air to ensure
a healthy family environment.

= You may have heard that tight, efficient homes
can be unhealthy. Our new homes have a
fresh air ventilation system to ensure they
“breathe” to give you healthy indoor air quality.




We Must Link Features to
Benefits In Our Customers Minds:
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" @Durable with Reduced Maintenance:

= Our homes are built to require less
maintenance like exterior painting. We use
fiberglass reinforced cement-based board
that holds paint far longer than wood and
resists termites and fire, too.

= We use the most up to date building
science like installing not one, but two
layers of water-proofing wrap under our
stucco which makes it drain water 400%
faster and you know that a dry wall is a
durable wall.




We Must Link Features to

N

Benefits In Our Customers Minds:

#®|Leak Tested to be More Comfortable:

scientifical
we've func

= We test our homes under pressure using a

y designed fan to be sure that
and sealed the cold and hot

drafts so that your home will be comfortable
throughout the year.

= Our homes are tested to keep pollen and
dust out and they have a mechanical

ventilation

system to breath in fresh filtered

air for your health every hour of every day.
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We Must Link Features to
Benefits In Our Customers Minds:

#You can tag each of these
feature/benefit statements with:

# “And that’s not all, the sum total of all

of these improvements is lasting value
and a high performance house system
that's energy efficient which keeps
more of your family’s hard earned
dollars in your pocket every month.”
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Renovation and Remodeling

Selling Home Performance to a
Homeowner

AN




Investigation

The Home Inspection and

Diagnosis

... The walk-through
... 1esting and tools
...Inspection seguence
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Some Symptoms to Ask About

# Noisy HVAC
# High Utility bills
# Drafts

# Peeling paint
# Soot deposits
# Rotting roof
# Stuffy air

# Hot/cold rooms

# Allergy symptoms

# Respiratory disorder
# CO alarms

@
&
@

_ingering odors
Dust

~0ggy windows

What you can’t do, refer to an ally!




., Become memorable to

vyour prospect!

Involve the senses to bypass

short-term memory and become
embedded in long-term memory!
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Cool Tools for Testing and
Planting Flags!

Blower Door
...for duct leakage, infiltration,
pressure boundary

Digital Manometer
...duct leaks, pressure mapping,
back-drafting/flue draft
Moisture Meter

...to locate leaks, identify hidden
moisture/mold (not dry air sources)




MORE Cool Tools...
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" CO Tester

...for appliance safety, flue backdraft,
CO exposure (not smoke alarm testing)

Flow Hood
...air balancing, identifying causes of
airflow-related discomfort
Duct Pressurization Tester (blaster)
...to quantify duct leakage

Smoke Puffer
...customers love it!




Getting the Order... ﬂ
Eye contact is ﬁ/‘

absolutely crucial!

If you're not going to use eye contact,
you might as well FedEx your

presentation! i VAR

— T
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_Tell your prospect...

® what their special needs are

® what makes you different from the
competition

® what unique benefit they derive from
your product or service




Repeat and Referral Business

“After I leave here today, you're going to start
noticing more people talking about home
performance in new/existing homes. The

RETICULATOR ACTIVATOR SYSTEM (RAS) is part
of your brain which acts as a sort of filter and

amplifier.
Now that we've met and talked about (buying a
new home) improving your home’s comfort,
energy efficiency, and safety, your RAS has

unconsciously been turned on...so you'll notice
this topic more in the future.”




Repeatand Referral Business

(contmued)

“More often than you can imagine, you will
find yourself in situations where the topic of

home performance will-come up. When this

happens, do me a favor and pass on my
name and phone number.

I promise I'll deliver the same level of
service and professionalism you’'re getting.
This is important to me because 80% of my

business comes from repeat and referral g

customers.”




Wrap-Up and Conclusions
_# The industry is changing

N

= Performance Contracting
= Whole-house systems approach
= The S-Curve

#® Selling Applied Building Science will
assist you to move forward by:
= Increasing your credibility
= Applying new tools and training
= Differentiating your business and services
= Improved Marketing Outcomes

# Can you see yourself offering the customer
complete satisfaction???
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When you leave here today
and someone asks,

"What's up?”

You can reply... "My income!

n




. The Right Way To Sell High
Performance Homes and
Retrofits

SPEER - South-central
Partnership for Energy Efficiency
as a Resource

Success for You AND Your Customers
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