Work Order Script/Guidelines

Good Day Ms./Sir-

My name is Jon Doe with Star West Satellite.  I’m here to do your DISH Network installation.  Before I get started I would like to verify a few items with you.  This should take 5 minutes or less.

1. Verify work order 

· Promotion Package

· # of Receivers/TV’s

· HD/SD/DVR

If work order is wrong STOP call DISH to modify work order

2. Pre-Walk though 

· Options for CUSTOMER on dish placement, cabling, receiver placement

· Where holes are needed to be drilled

3. Give customer contract, inform customer of contract  (Follow Scripts)

“Now that I have shown you what I will be doing, I’m going to start my install.  Here is an instruction manual and your contract.  Please review this while I’m doing your install and I will go through it again with you before I leave today.”

4. Verify LOS (Line of Sight)

5. Perform installation/service; bring all installs up to CODE!!
6. Post Walk though 

· Refer to Pre-Walk through instructions

· Verification of system; everything is working properly 

· Remote education

· Put remote in customers hand have them find FAV channel

7. Introduction to CSAT survey

“Do you have any further questions for me?  Just to inform you, you will be receiving an automated phone call from DISH Network in the next 48 hours regarding how well I did today.  It will only take a couple of minutes; I would really appreciate your feedback.” 

8. Thank customer for time and ask if there is ANYTHING ELSE you can do.

