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Create Campaign

What category of campaign would you like to create?

N Email

H Target customers by their email address for highly effective results. Send a sequence of

targeted emails, one-time or automated.

Direct Mail
Target customers by their home address, pay per mailpiece and choose your mail priority.

Send one-time or automated.

Cancel

ServiceTitan’
@ Marketing Pro
Marketing Just Got Personal

ServiceTitan Marketing Pro is a hyper-targeted, integrated
marketing solution that utilizes your client data to create
individual customer journeys.

Table of Contents:
e The Industry Changes and Impact Happening Today

e Marketing Opportunities Everywhere!

Supply & Demand Marketing with Fall Fun!

Membership Nurturing Marketing

e Preparing For The Weather Marketing

#MarketingMonday

Additional Resources



Industry Impact

We all know what's going on within the trades today, but as a
reminder, here's what we're experiencing:

e |Labor shortages/hiring issues

e Equipment shortages

e Risinginventory prices across the board

e Delayed and limited distribution of ordered products

e NEW privacy laws

e Mergers and Acquisitions from Equity Groups

e |[ncreased importance of data integrity, management, and security
e The"Year Of The Home"is changing to "Anywhere But Home"

When it comes to changing the tone of your marketing, it's important to remember
these problems can help create urgency in replacement and membership
opportunities. However, you must convey the message with empathy and
authenticity.

Our end goal is to always find a solution to solve our customer's problems. We're the
trades, and we show up!

Learn more and watch the Supply Chain Crisis Webinar With Chris
q Hunter ,David Closs and Bret Van De Huevel

I
I
Il
I

SUPPLY SHORTAGES
HIT TRADES

AT IS
ABSOLUTELY
EVERYWHERE.

ServiceTitan Marketing Pro 2021-
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Let's Take Massive Action!

Whether we like it or not the trades can be impacted by equipment shortages, capacity
shortages, truck shortages and we need to focus on all of these efforts in order to

sustain.

In the Fall particularly our season can slow down and then ramp up quickly, It is
important to deliver the right message, at the right time, to the right person.

There is opportunity in the shortages we are seeing! Let's go find it!

We aim to help clients create opportunity. Now demand creates opportunity, but it can
also create headaches. To market well, you'll need to leverage a segmented audience,
automate, and schedule—all while aligning to dispatch for profits in any business

model.

Our equipment shortage, we're hiring, and fall special templates can help provide tips
and tricks for the home with subtle messaging regarding the shortages and prices

we're seeing.

Utilize These Templates With Direct Mail!

Audience ldeas:

e EXxisting clients with no service within the past year

e Existing Clients with no service within the past six months

e Add to your existing client newsletter series

e Change messaging a bit, and send to members (Hint: always separate

your members from your existing clients. Members tend to respond

differently.)

Click to Read Our Blog On 5 Revenue Driving Marketing Campaigns
You Customers Will Remember You By

Don't Let HVAC Equipment Shortages Lea
You In A Lurch

Schedube your Tune-up Wy #nd be neady fof Cooke lemps: T
wanier

‘Work Where You Love,
Love Where You Work!

Raefest Yiour Friends. Or Family To Lis, And Get Revwarded!

Two Services

Dear ({customer_nama},

#{company_ramal} has served our community since
Hoompany_yoi_establated]} 5 i proud b be considensd an
essantial pr 1 frosh,

i our growing tesm and hope you can help!

 scenecna you know (a diend, neighbor, or family membee) is
looking for a refiable and rewarding carser, we'd kove to mest them!
H{company_ramal) dossn't just provide lop-nodch service 1 valued
‘CUSiOMNS ik you=—we'ro also axinemely commitied ko the peogi
s W o

Here ane 5ome of the Feesome employes Benefits we provide:

@/ Medical Insura nce

@/ Training & Education

| [Insert Job Perk Here]

Fall Bogo Special

[Service] & [Inspection] for only

$xx1 maem N

QR Code Placeholder

Open your smartphone camera & scan I
the code to schedule online today. E ] -

_________________

Call Us Today (XXX) XXX-XXXX

ServiceTitan Marketing Pro 2021
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Marketing Opportunities

Marketing Opportunities Are Everywhere!

Let's learn together about some ways to automate, so we maximize the use of our time.
Here is a short list of items to think about, as consumer behavior and the overall industry
changes.

e The overall tone of messaging will change

e You'll need to evaluate prices in order to keep up with supply and demand, and market efficiently and
effectively.

e Evaluate every conversion opportunity. Even if you're hitting your goal, it's time to #TitanUp .

e [nventory management and warehousing is key.

e You'll want to focus on data attribution in advertising with tools like DNI(dynamic number insertion),
collecting and hosting data so we can market smarter.

e With digital already crowded, add on layers like direct mail to your brand. These are traditional efforts,
but will help grow digital and main lines.

e Openadiscussion with all vendors regarding new marketing and distribution strategies.(They can
help—co-op dollars!)

e Replacement Marketing - Leading with financing

e |[ncrease membership nurturing—the goal is add-ons! In retail, we used to say, "How can we add one
more item to the basket?"

e Update your IT and data security and strategize to maintain data integrity, or you could get fined!

Click here to Read Advice from Tom Howard, Owner of Lee's Air on how to retain your team.

ServiceTitan Marketing Pro 2021
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Membership Nurturing

How To Win Over New Members

Recurring revenue is a great extra deferred revenue source, and these new
members will also be your biggest fans! In the trades, we sometimes forget to
speak and provide value to these clients all season long, because we want to run
these calls during specific months.

How often you'd like to speak to members to reduce churn and add value is a
business decision. We're working on direct mail to complement this, but for now, try
adding a layer of direct mail with an extra value item. You can offer small swag,
brochures, equipment safety stickers, personalized thank you letters from the CEOQ,
and so much more.

It's more important than ever to engage members early and keep engagement high
throughout the customer journey. If you don't have a membership program, phone a
friend in your industry—we've seen many different commercial and residential
programs.

The trades show up, so ask the communities, and they can help! Welcome new
members, and keep them engaged by showcasing your company's value through
membership. (Example: Start a membership newsletter sequence, using a drip
campaign like the one on the right.)

e Drip 1: Welcome New Members

e Drip 2: Member Benefits and Savings Reminder
e Drip 3: Introduction to Newsletter Series

e Drip 4: Newsletter Series

Up to 12 drips! (Keep it going) - Be sure to automate this!!

Welcome To The [Membership Name]
Newsletter!

ship Name]
Membership Program!

Friends & Family Coupon
Take XX% Off [Name of Service/Product]

Just For You
Take XX% Off [Name of Service/Product]

PLACEHOLDER IMAGE

Product Spotlight: [Product Name Goes Here]

ription & Features/Benefits Go Hel

Exclusive Member Offer

customer_portal_link}}
[Product Description & Features/Benefits Go Here]

Call (XXX)XXX-XXXX

Thank you again for being a valued member. As always. we're here to help if you
 questions—just reach out to us at (XXX)XXX-XXXX.

about portal activation or about your membership, please
it our website or call us at (XXX) XXX-XXXX—we're here to help!

ServiceTitan Marketing Pro 2021



Recapture Recurring Revenue

Create email or direct mail drip campaigns for expiring memberships

These campaigns get better over time with viewable conversion metrics within
Marketing Pro. So for now, the intent is to go after a missed opportunity that's usually
a manual process for us in the trades, and automate it with email and direct mail.

Template Intent

These expiring membership drip campaigns contains three pieces, so your business
can increase membership retention and recurring revenue, as well as reduce churnin
an automated, efficient email or direct mail process.

Audience Build Idea

e Membership set to expire 30 days in the future
e Membership set to expire 60 days in the future
e Membership set to expire within a short time frame (ex: 3 days
in the future. Then utilize drip emails 2 & 3 for those with more
urgent expiration dates.) @

This is a club you
(still) want to

belong to!

Sample Audience LINK

eeeee t password is Renew!",}

Call Today (XXX) XXX-XXXX

MEMBERS

ONLY!

— o NT
URGENT

Knock, Knock..It's Time To Renew Your Don’t Lose Out On Your [Membership Name] Final Reminder: Renew Your [Membership
[Membership Name] Membership! Membership Perks! Name] Membership!

Call (XXX) XXX-XXXX Now To Renew Call (XXX) XXX-XXXX Now To Renew Call (XXX) XXX-XXXX Now To Renew

el
a heads up that your [Membership Name] membership wed your [Membership Name] membership, don't wait in get in the way, and it may have slipped your
enewing your membership now lets you keep the benefits it your [Membership Name]
s you've been receiving, such as: ch as: new and keep taking advantage

nnnnn

working properly. Best of all, we reach out to schedule your tune-ups for you,
50 you can rest easy knowing you won't have an unexpected breakdown

Don’t Wait For Your Benefits To Expire - Renew Today!
Call (XXX) XXX-XXXX Now To Renew
Don't Let Your Benefits Expire - Renew Today!
Call (XXX) XXX-XXXX Now To Renew

nnnnnnnnnnnnnnn
nnnnnnnnnnnnn

uuuuuuuuuuu

TITAN
@Home Services

Your Benefits el Don't Let Your
Are Almost b ] Benefits Slip
Gone! o Away!

Don't Worry, We Make It P} We're Here To Catch

Easy To Renew! /} - ; You If You Fall! ,}
. S

Call Today (XXX) XXX-XXXX Call Today (XXX) XXX-XXXX

Home Services

\

%
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Wacky Weather

Reminder: These templates are editable and can be used in ANY weather
situation. Get easy tips on how to modify them in the video tutorial below.

Let clients know safety is your top priority!

When weather, a natural disaster or a disruptive event brings about the
unexpected, it'simportant to keep your team safe and your clients updated.

Template Background & Intent

2021and the weather...Well, Texas lost power, Oklahoma was spotty and frozen, many
of our states are flooding from hurricanes and plumber shortage threw a wrench in
repair efforts. Oh, and let's not forget the supply and demand issues on top of
everything else! Whew! It was intense, but the trades showed up time and time again.

These templates are to create brand awareness in the event of a weather service
interruption, delay, or business closure. After an event, you can edit and send a
community awareness template titled "Natural Disaster."” Tips to edit template based
on any natural disaster occurrence are below.

Tips and Ideas:

Design update ideas to utilize in any event: LINK
Video: Audience for reschedule request templates: LINK

Additional Inclusions/Exclusions:

e Email scheduled non-members to move them
further down the call board. Normally, members
have priority. That priority is then broken down by
job type and opportunity/demand.

e Scheduled jobs for specific business units

1.Example: Select HVAC services
2.Job Type: Tune-ups
3.Scheduled Job Date: X days in the future

y

/i

Temporary Winter Weather Service Delays

{{customer_name}},

Extreme winter weather has impacted our normal operations, while we are still
open and running calls. Our technicians are experiencing increased difficulty in
getting to your [home/business], and power outages might affect our team's
ability to communicate with you.

© help you keep your [home/business] safe during the extreme cold, we've
npiled some tips you'll want to keep handy.

L
/ TITAN
HOME SERVICES

can | conserve energy?

Set thermostats to 68 degrees or lower where possibla,

Unplug small appliances and devices you aren’t using.

Tornadoes Can Strike At Any Time i _ _
Avoid grnings & evenings).
Prepare Your Home Now. Mini pipes and spigots.

Leavg B to allow warm air

to ci

Call XXX-XXX-XXXX
o
77

Temporary Closure For Inclement Weather

Dear {{customer_name}},

While we hope you never have to experience a tornado, they can happen any time
of year. A tornado can severely impact your home and safety, so we have some tips
to help you prepare:

Keep trees well-trimmed, as weak or dead branches can
quickly become flying projectiles in a tornado.

Have a generator ready in the event of a power outage.
Unplug all appliances in your home to avoid power surge
damage.

\\\\\

Consider an impact-resistant garage door, as it’s often the
woakoct linlin v bome ond i

ServiceTitan Marketing Pro 2021
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When You Build a Culture, You Can Build a Brand.

Now's the time to step up and really hone in on the value of your services by
showcasing your culture, your clients, your team, and your community.

A simple thank you email can go along way for a brand, and you can measure this
KPl'in so many ways. When you build a brand, it's important to start with your
culture and speak a common service language. Strive to be remarkable in every
way you can—with your team, with your customers, with everyone.

One strategy to test: Bring back the small business brand in your community
through partnerships, donations, etc. Our goal in life is to help others. We're the
trades, and we show up!

How To Build A Culture- Great Marketing Book Recommendations:

e Purple Cow by Seth Godin

e Contagious by Jonah Berger

e How Google Works by Eric Schmidt

Awesome Branding Webinar to Watch:

Focus On Building Your Business With These 4 Marketing Moves with Matthew
Tyner of Williams Comfort and Air and Crystal McWilliams with Mcwilliams and
Son and Lemonseed Marketing. LINK

Hi, There!
We Can't Wait To Meet You!

Dear {{customer_name}},
We know you have a Lot of choices when it comes to [Trade Name] service, and we're
so glad you'we chosen {{company_name}}. We'd like to share a bit about us and what
you can expect from your service appeintment,

S Insert
g Videos »
S 5 g Here

THANK YOU!

Your experience means the world to ws. and we go the extra mile to provide you with

Hello {{customer_name},

Thank You For Letting Me
Stop By!

nnnnnnn

Dear {{customer_name}},

We want to drop you a quick note to say thank you for [Insert whatever
you're thanking your customer for in this space]. We truly appreciate your
[business/support]!

Our team at {{company_name}} has one mission, and that’s to help keep

you and your [family/business] safe and comfortable. We're honored to be
able to serve you and pledge to validate the trust you've placed in us. And
as always, we're just a phone call away whenever you need us!

(XXX)XXXXXXX St
Bt
v in

Fotow s on

ServiceTitan Marketing Pro 2021
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Add One More Item To The Basket

Earlier, we mentioned adding one more item to the basket. Well, the same goes
with selling replacements. This normally comes in terms of membership.

You want to add on products, not change orders, and sell what customers need
to provide a solution to their problem. We've created many templates where you
can place a product in the text vs. a service.

Product Marketing

If you have a customer portal that houses unpaid invoices and open estimates,
now's the best time to create a template introducing it to customers and
showing them how to get in. Use these templates in an unsold estimate
campaign, existing client newsletter series, or a membership newsletter.
They're great additions to automated campaigns.

Hint: Don't forget to send a "Request An Invitation!" email to customers,
so they can activate their portal access. Ask your CSM to ensure the
portal feature is enabled.

WHEN
SPARKS
FLY

BUT NOT LIKE YOU
WANT..

...
HOME SERVICES

Protect Your

Home Electrical

Equipment From
“awer Surge

TiTAN
Houe sices

tomer_name}},

having working electrical equipment in our homes, so we stay
ortable, and entertained, too! That's why you should protect it
1mage caused by power surges.

urge is a short, sudden burst of electricity that causes an energy
bur home's electrical current.

storms and utility grid switching come to mind. But did you know
2r surges happen within your home? It's true—automated on/off
on larger equipment like your A/C unit or refrigerator can cause
wer surges, which often go undetected

urge causes a spike in voltage that your equipment wasn’t
to handle. This can damage or even fry the circuit board inside the
t. rendering it unusable.

HOME SERVICES
ssssssssss

DON'T BE LEFT N

@\
\ nac ‘ !
IN THE DARK \ Call today about a whole
8 home surge protector.

Keep your home powered

up with a whole home
generator.

Call For A Free Estimate
XXX - XXX -XXXX

%
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Conquering Your Reputation

Sometimes it feels like one bad review can make or break your day

We've all been there. However, there is good in every review, whether good or bad because there's
opportunity for improvement and FREE feedback. A great review is GOLD and should be praised
throughout the organization. It's all about how you manage this with strategy.

Let's Talk Strategy

e Work towards speed-to-lead, including responding to reviews. Is it time for a digital CSR team?

e Monitor and disposition reviews in certain platforms with speed, and ensure ALL reviews, both
internal and external, get aresponse. The faster, the better.

(Hint: Create several scripts for different scenarios, and personalize the experience. Draft
responses for positive and negative reviews.)

e Create an owner's social media strategy—this can look like the response is coming directly
from the owner's account. Be very authentic, and speak the way the owner speaks.

e Yourreview management tool will bring in reviews, but you can always add review messaging
to your marketing material. It's a mental switch that triggers a memory when we repeat images
and messaging.

e |ncentivize and reward your team—not only with spiffs, but with praise and love in monthly
presentations, social media and video content. Tag them, so their friends and family can see
them! They deserve to be seen, known, and heard. They deserve the BIG win!

People buy from people. They don't see the product, but rather the culture of the business and the
person standing right in front of them.

BackTo $4 ServiceTitan'
TUULBUX # b Webinars B Articles () Podcasts 3R Tools [B Guides [ Growth Series

Toolbox » Blog » All Industries

ALL INDUSTRIES, GUIDES, BUSINESS TIPS, MARKETING

How to Respond to Negative and Positive
Reviews | The Contractors Guide

& ANGELICA NAVARRO © OCTOBER 7TH, 2020 TO 10 MIN READ

Table of Contents

1: Why should you care?

HOW TO RESPOND TO ot i
NEGATIVE AND POSITIVE REVIEWS R

4: How to Respond to Positive Revie...

A B -~ €

5: The Power of Personalization

6: Turning Positive Reviews into Ma...

Learn about Marketing Pro Reputation Management
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Innovate With Direct Mail

TOOLBOX § 3 webinors @ Aricles (§) Podcasts 3% Tools [ Guides [@ Growth Series

If you've scaled back or eliminated direct mail marketing at your business, keep reading — Table of Contents

Direct Mail Template Ga”ery- we've got some compelling reasons why it still werks and useful tips to help you get results. I

We have all heard it: "Direct mail is dead, direct mail is expensive, direct mail takes too What is direct mail marketing?

much time, and I'm not sure of the return. It's branding.” .

You wouldn't be wrong about the majority of those statements. However, direct mail is

a monthly strategy that can be automated and layered with other existing marketing

channels. T ——
—————

You might see the lead come from digital, but the shift in direct mail from 2019 to 2021
has been a transformation from traditional to digital, to digital with traditional, and
more and more layers. It takes about 16 exposures to capture a conversion, and
consumer behavior is evolving constantly.

Direct mail used to be 60% of prospect lead generation

But digital came about big, and boom—it took off in 2020. And one of the reasons why is
because you can track it easily. So direct mail kind of fell by the wayside!

But what if we could get better at attribution with OR Codes, special UTM parameters 7\ TTAN Howe seavices:
and individual landing pages with URL-specific call-to-action intent?

www.titanhomeservices.com

What would we do if we innovated direct mail in the trades? What if we utilized property  Fall Bogo Special
data to build an audience and gain market share impression in a neighborhood without " meecteniereny

wasting spend on properties we don't want in our audience? $XX! CIEAR 5

n Lcn e . . . OpE.'nyoulSr‘nartphcmec.amera&scan .-’-.
The "what-if" is possible—we just have to innovate. Rl 1 16 L

. . . Call Us Today (XXX) XXX-XXXX
Learn about Marketing Pro Direct Mail
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#MarketingMondays

Meet Sarah Ghirardo

Your #MarketerInTheTrades, she is the Senior Marketing Operations Manager for
ServiceTitan Marketing Pro. She comes from the trades as a Director of Digital
Marketing for a large (S50m+) residential HYAC company in northern California.

She was a 2020 winner of Top 40 under 40 for ACHR news, is current co-chair of
LadyTitans, and dedicates her career to giving back to the trades.

PL
What is #MarketingMonday? Watch HERE \t’é:“
¥
Marketing Monday is where we will talk about all things marketing in the trades. We will
bring out other #MarketersinTheTrades and #MarketersForTheTrades to speak and

talk about marketing topics that are relevant and can help your business grow! We're
here to help!

o #MarketerForTheTrades: How To Choose The Right Vendor with Joshua Crouch of
Relentless Digital Watch HERE

e #MarketerInTheTrades: How To Choose The Right Vendor with Matthew Tyner of
Williams Comfort and Air Watch HERE

o H#MarketerForTheTrades: Learn about the Facebook I0OS update and what action
you need to take with Ad Leverage's Brianna Skiffington and Jeffrey Faehnle
Watch HERE

o #MarketerInTheTrades- How | Brand with Jacki Bradbury, owner of Bradbury
Brothers Watch HERE

SARAH
GHIRARDO

ServiceTitan Marketing Pro
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#HLADYTITANS

LadyTitans is a group that empowers women to be better at what they do and help e Book Club
others see the value of women in the trades. We aspire to change the trajectory of the e Dare To Lead Hosted by Renee Lennox

Industry to not be viewed in the world as solely male-dominated. e The Happiness Advantage: The Seven Principles of Positive Psychology That

Although this group focuses specifically on the topics above, allyship is a core pillar of Fuel Success and Performance at Work Hosted by Rachel Stepoway

this group. All people in the ServiceTitan community are welcome to join LadyTitans. e Virtual Networking Events

Ask your team members to join us on our mission e Fitness Challenges

What Have Our LadyTitans Have Been Up To: e Facebook Internal Community Building (members only)

The group started with 3 women in the trades ( Stacy Fore, Jessica Woodruff Smith, e Organizational Partnerships

and Lauren Vahey) who wanted more out of the industry for women. They banded e Tools & Tiaras Partnership

together, went straight to co-founder Vahe Kuzoyan, and told him # ThisWasNotADrill e Volunteerism, Sponsorship, Mentorship..... and this has just begun!

and asked to start a women's empowerment group. The group is now about 6 months

old and boasts over 600 members! .
LadyTitans Enrollment Form

The question isn't what do we do—it's what haven't we done yet...

e Monthly Meetings - Some recent topics presented: LadyTitans Facebook Community
o Change Management - Presenter: Amy Herman, ServiceTitan

o Finding Your Why - Presenter: Sarah Ghirardo, ServiceTitan
o Service Specialties In Starting Fresh and Making It Count - Presenter:
Rachel Stepoway, ServiceTitan

e Book Club
e Dare To Lead Hosted by Renee Lennox

e The Happiness Advantage: The Seven Principles of Positive Psychology That

Fuel Success and Performance at Work Hosted by Rachel Stepoway
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Resources

Not yet on Marketing Pro? Email marketingpro@servicetitan.com
Marketing Pro customer? Join our Facebook Group
Need help getting started? Contact your CSM
Technical issues? Contact support@servicetitan.com
Direct Mail Templates Template Gallery LINK

For additional resources, please visit the Marketing Pro Website



https://www.servicetitan.com/marketing-pro-resources
http://www.facebook.com/groups/stmarketingpro
https://www.canva.com/design/DAEQCxwg2sk/pinaHZkVciKjVvN5jWka8A/view?utm_content=DAEQCxwg2sk&utm_campaign=designshare&utm_medium=link&utm_source=sharebutton
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