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ember $1410.00/CMCEF Member $1280.00 
 
 

 
Proactive Service TM Workshop 
This is a highly interactive training program that has been specifically designed to help field service technicians identify and 
close more business opportunities by building and leveraging stronger, more durable business relationships.  The workshop 
shows technicians how they can add much more value and provide even higher levels of service if they take a proactive 
approach to discussing ways their firms can help the customer.  Topics discusses include the psychology of customer 
ǊŜƭŀǘƛƻƴǎƘƛǇǎΣ ǘƘŜ ǘŜŎƘƴƛŎƛŀƴΩǎ ǊƻƭŜ ƛƴ ǘƘŜ ŎȅŎƭŜ ƻŦ ŜȄŎŜǇǘƛƻƴŀƭ ŎǳǎǘƻƳŜǊ ŎŀǊŜΣ ǘƘŜ ŎƻƳƳǳƴƛŎŀǘƛƻƴ ǇǊƻŎŜǎǎ ŀƴŘ ŦŀŎǘƻǊǎ ǘƘŀǘ 
affect it, developing άŀŎǘƛǾŜ ƭƛǎǘŜƴƛƴƎέ ǎƪƛƭƭǎΣ ƘŀƴŘƭƛƴƎ ŎƘŀƭƭŜƴƎƛƴƎ ŎǳǎǘƻƳŜǊ ǎƛǘǳŀǘƛƻƴǎΣ ƭŜǾŜǊŀƎƛƴƎ ǊŜƭŀǘƛƻƴǎƘƛǇǎ ŀƴŘ 
ƻǇǇƻǊǘǳƴƛǘƛŜǎ ǘƻ ōǳƛƭŘ ǊŜǾŜƴǳŜΣ ŀƴŘ ŦƛƴŘƛƴƎ ƻǇǇƻǊǘǳƴƛǘƛŜǎ ǘƻ ǎŜƭƭ ȅƻǳǊ ŎƻƳǇŀƴȅΩǎ ǾŀƭǳŜΦ  ¢ǊŀƛƴƛƴƎ Ƴŀƴǳŀƭǎ ŀƴŘ ǊŜŦŜǊŜƴŎŜ 
materials will be provided.   (One day) 
Instructor: Jim Baston 
Attendees: Service Technicians, Sales, Service Managers, Supervisors 
Fee:  Contact CMCEF for group pricing 
 
 

Level I Electrical for HVAC Contractors 
The student will complete 199 Hands-On tests/questions during the four days.  Some of the topics that will be taught 
include:  using a voltmeter to determine if a load or switch is faulty in seven seconds, why the ohmmeter should only be 
used as a last resort, what it means when voltage is present on the neutral line, what the ground wire really is, how the 
ŀƳƳŜǘŜǊ ƛǎ ǎǘǊƛŎǘƭȅ ŀ άōƻȅ ǎŎƻǳǘέ ŎƻƳǇŀǎǎΣ Ƙƻǿ ǘƻ ŘŜǘŜǊƳƛƴŜ ƛƴ ǎŜǾŜƴ ǎŜŎƻƴŘǎ ƛŦ ǘƘŜǊŜ ŀǊŜ ǇǊƻōƭŜƳǎ ƛƴ ǘƘŜ Ƙƻǘ ƻǊ ƴŜǳǘǊŀƭ 
wire, most effective method of troubleshooting fireplaces in North America, flame rectification, basics of hot and spark 
ignition, transformers, relays capacitors and multi-speed motors.  (Four Days) 
Instructor: Brent Pennington and Rick Finlay 
Attendees:  Service Technician 
Fee:  Contact CMCEF for group pricing 
 
 

Level II Electrical for HVAC Contractors 
Approximately fifty percent ƻŦ ǘƘŜ ǘƛƳŜ ƛǎ ǎǇŜƴŘ ƻƴ άIŀƴŘǎ-Oƴέ ƭŀōǎΦ  ¢ƘŜ ǎǘǳŘŜƴǘǎ ōǳƛƭŘ ŀƴŘ ƻǇŜǊŀǘŜ ǘƘŜƛǊ ƻǿƴ ǘǳōŜ ƘŜŀǘŜǊΣ 
mid-efficiency and high-efficiency furnace.  In addition they conduct 34 hands on tests on a furnace with an ecm motor.  
Some of the otƘŜǊ ǘƻǇƛŎǎ ǘƘŀǘ ŀǊŜ ǘŀǳƎƘǘ ƛƴŎƭǳŘŜΥ ǿƛǊƛƴƎ ŘƛŀƎǊŀƳǎΣ ƻǇŜǊŀǘƛƻƴ ƻŦ άǇǳǊǇƭŜ-ǇŜŜǇŜǊέ ǎŜƴǎƻǊΣ ǊƻƻŦ ǘƻǇ ǳƴƛǘ 
controls, hazards of mid-efficiency furnaces, detailed training and testing on hot surface and spark ignition, White Rogers 
50A50 modules, fan centres, heat/cool thermostats, air flow, electric motors and their most common problems, current 
sensing and low-voltage relays, combination 110 and 220 motors, phasing of transformers, operation and troubleshooting of 
220 and 3 phase systems, phantom voltage and voltage imbalance, free wheeling fans and pumps  (Five Days) 
Instructor: Brent Pennington and Rick Finlay 
Attendees: Service Technician 
Fee: Contact CMCEF for group pricing 

 
Carbon Monoxide 
This program is based strictly on field experience and exposes many of the myths and half truths associated with carbon 
monoxide.  We do actual experiments and create a significant amount of carbon monoxide when explaining the various 
ways that it can be created.  I have been involved in over 1000 investigations and will use these to explain the deaths of 12 
individuals in various carbon monoxide situations.  Some of the topics that will be taught include:  how a properly burning 
blue flame can create serious amounts of carbon monoxide, the real products of combustion, power of negative draft, why 
all natural draft appliances must be replaced with the baǎŜƳŜƴǘ ƛǎ ǊŜƳƻŘŜƭƭŜŘΣ άŦƛǊŜ ŜȄǘinguiǎƘŜǊέ ŜŦŦŜŎǘΣ ǎŜǇŀǊŀǘƛƴƎ 
symptom from cause of carbon monoxide, dangers of infra-red/catalytic heaters, what carbon monoxide really is, how to 
get carbon monoxide in an all electric home, venting and carbon monoxide, carbon monoxide detectors/test equipment, 
testing for carbon monoxide, dealing with customer concerns/telephone contact, why carbon monoxide will explode.   (One 
Day) 
Instructor: Brent Pennington and Rick Finley 
Attendees: Service Technicians, Sales 
Fee: Contact CMCEF for group pricing 
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Dispatcher Training Program 
This new two-day program will provide dispatchers with all the skills they need to dramatically improve job performance. 
This program goes beyond traditional technical training to cover such critical dispatcher skills as leading technicians rather 
than letting technicians lead them, becoming the service manager's partner, prioritizing customer emergencies, evaluating 
technician abilities, and managing their own careers in dispatching. After attending this program, dispatchers will be able to 
improve their job performance by learning how to: identify the service life cycle and the critical contact points that impact 
service success; recognize the importance of the dispatcher's job and its impact on the organization's profitability; 
communicate effectively with technicians and customers; and use good decision-making approaches for optimum priority 
setting and effective resource allocation. (Two Days) 
Instructor: Richard Worr 
Attendees: Service Dispatchers  
Fee: Contact CMCEF for group pricing 
 

Small Projects Management 
LǘΩǎ ƻƴŜ ǘƘƛƴƎ ǘƻ Ǌǳƴ ōƛƎ ƳŜŎƘŀƴƛŎŀƭ ŎƻƴǘǊŀŎǘǎΣ ōǳǘ Ƙƻǿ ŀōƻǳǘ ǘƘƻǎŜ ϷрΣллл ǘƻ ϷмллΣллл ǇǊƻƧŜŎǘǎΚ ²Ƙȅ Řƻ they so often 
prove to be so challenging? In this program you will develop strategies which can be applied immediately to professionally 
ƳŀƴŀƎŜ ǘƘŜǎŜ ǇǊƻƧŜŎǘǎΣ ŀƴŘ ƳŀƪŜ ƳƻƴŜȅ ŀǘ ǘƘŜ ǎŀƳŜ ǘƛƳŜΗ .ȅ ŘŜǾŜƭƻǇƛƴƎ ŀ ǎŜǊƛŜǎ ƻŦ ǘƻŘŀȅΩǎ Ƴƻǎǘ ŜŦŦŜŎǘƛǾŜ ōǳǎƛƴŜǎǎ ǘƻƻƭs, 
actions and checklists that will immediately increase the profitability of these projects and make your customers much 
happier. (One Day) 
Instructor: Ronald Coleman 
Attendees: Service Dispatcher, Service Manager, Service Technician, Sales, Accounting, Service Supervisors 
Fee: Contact CMCEF for group pricing 
 
 

Your Million Dollar System and Four Ways to Grow Your Business 
This one day course offers two of the most eye-opening programs all at once. In the morning, as a result of analyzing more 
than 2,ллл ǎŜǘǎ ƻŦ ŎƻƴǘǊŀŎǘƻǊǎΩ ŦƛƴŀƴŎƛŀƭ ǎǘŀǘŜƳŜƴǘǎ ŀƴŘ оо ōŜƴŎƘƳŀǊƪ ǇǊƻƎǊŀƳǎΣ ƭŜŀǊƴ ǘƻ ǳƴŘŜǊǎǘŀƴŘ ȅƻǳǊ ƴǳƳōŜǊǎΧǘƘŜƴ 
ƭŜŀǊƴ ǿƘŀǘΩǎ ōŜƘƛƴŘ ǘƘŜ ƴǳƳōŜǊǎΦ [ŜŀǊƴ ǿƘŀǘ ǎǳŎŎŜǎǎŦǳƭ ǘǊŀŘŜ ŎƻƴǘǊŀŎǘƻǊǎ ŀǊŜ ŘƻƛƴƎ ŀƴŘ Ƙƻǿ ǘƻ ōǊƛƴƎ ǘƘƛǎ ǎǳŎŎŜǎǎ ǘƻ ȅƻǳǊ 
life. In the afternoon, for certain activities you just need a few very specific tools. For growing your business there are four 
tools that make all the difference.  Learn how to maximize each transaction. (One day) 
Instructor: Ronald Coleman 
Attendees: Service Dispatcher, Service Manager, Sales, Accounting, Service Supervisors, Managers  
Fee: Contact CMCEF for group pricing 
 

 
 
Charge Out Rates 
Are you using realistic charge out rates? Do you know how to calculate them?  We will provide you with a spreadsheet to 
calculate your rates. We will review other options like quoted prices and flat rate pricing. You will identify where the hidden 
costs are, develop a truck charge, and much more - ȅƻǳ ǿƛƭƭ ŎŜǊǘŀƛƴƭȅ ōŜ ǎǳǊǇǊƛǎŜŘ ŀǘ Ƙƻǿ ƳǳŎƘ ƳƻǊŜ ƳƻƴŜȅ ȅƻǳΩƭƭ ƳŀƪŜΦ 
(One day) 
Instructor: Ronald Coleman 
Attendees: Service Manager, Sales, Accounting, Service Supervisors 
Fee: Contact CMCEF for group pricing 
 

 
 
 
 
 

  Service Contractors  



For more information about these programs visit www.servicecontractor.ca or call 613-232-0492 
  

  4 

 
 
 
 
 
Customer Service for the Service Organization 
Want to get your team more service and sales oriented?  This dynamic and effective program will communicate the need to 
be more company-minded and sales-ƻǊƛŜƴǘŜŘΦ  tǊŀŎǘƛŎŀƭΣ ǇǊƻǾŜƴΣ ŀƴŘ ŜƴǘŜǊǘŀƛƴƛƴƎΣ ǘƘƛǎ ǇǊƻƎǊŀƳΩǎ ŎƻƳǇǊŜƘŜƴǎƛǾŜ ŀǇǇǊƻŀŎƘ 
to customer service makes this program mandatory for anyone who has contact with customers, including service 
technicians, drivers, dispatchers, foremen, dispatchers, agents, service managers, salespeople, accounting personnel, and 
managers. (One Day) 
Instructor: Kevin Dougherty 
Attendees: Service Dispatcher, Service Manager, Service Technician, Sales, Accounting, Service Supervisors 
Fee: Contact CMCEF for group pricing 
 

Building Your Service Team from the Top 
Interested in building (and keeping) the perfect service team?  This program will address proven service sales recruiting 
methods, sales management skills, sales productivity enhancement, service sales benchmarks, sales training ideas, and 
motivational techniques.   This program is designed for anyone who manages service sales people, including business 
owners, service managers, sales managers, office managers. (One Day) 
Instructor: Kevin Dougherty 
Attendees: Service Manager, Sales, Accounting, Service Supervisors, Managers  
Fee: Contact CMCEF for group pricing 
 

Thriving as a Service Contractor 
Is your service business prepared for the changes facing the industry?  Trends like shrinking margins, increased competition, 
shortage of service technicians, and globalization.  This program will help you to establish goals and strategies to keep pace 
with the lightening-fast changes in the market, enabling you to not just survive, but succeed.  This program will cover the 
critical topics that a service contractor will face, such as, growing maintenance base, profitability, getting more work, and 
building the perfect team. (One Day) 
Instructor: Kevin Dougherty 
Attendees: Service Manager, Sales, Accounting, Service Supervisors, Managers  
Fee: Contact CMCEF for group pricing 
 

Marketing Your Service Business 
Service businesses have many advantages over contracting. However, they also need to be marketed as price is much less 
of a ŦŀŎǘƻǊ ƛƴ ǿƛƴƴƛƴƎ ǊŜǇŜŀǘ ǿƻǊƪΦ  !ǊŜ ȅƻǳ ǇƻǎƛǘƛƻƴŜŘ ǘƻ ƎŜǘ ǘƘŜ ά!έ ŎǳǎǘƻƳŜǊǎΚ IŀǾŜ ȅƻǳ Ǝƻǘ ǊƛŘ ƻŦ ȅƻǳǊ ά5έ ŎǳǎǘƻƳŜǊǎΚ  
program? Is your promotional material (including website) really designed from a customer focus perspective? Is your 
business worth 5 times earnings? Are you working 40 hours per week? Or are you doing it twice each week? Learn how to 
make this happen in this newly designed program specifically designed for trade service contractors.  (One Day) 
Instructor: Ron Coleman 
Attendees: Service Manager, Sales, Accounting, Service Supervisors, Managers  
Fee: Contact CMCEF for group pricing 
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In todaȅΩǎ Ŧŀǎǘ-paced mechanical field, business improvement is a continuous process where service contractors need 
ŘŜŘƛŎŀǘŜŘ ŜŘǳŎŀǘƛƻƴ ŀƴŘ ǘǊŀƛƴƛƴƎ ǇǊƻƎǊŀƳǎ ǘƘŀǘ ŀǊŜ ǎǇŜŎƛŦƛŎ ŀƴŘ ǊŜƭŜǾŀƴǘ ǘƻ ǘƘŜƛǊ ōǳǎƛƴŜǎǎΦ ¢ƘŀǘΩǎ ǿƘȅ ǘƘŜ aŜŎƘŀƴƛŎŀƭ 
Service Contractors of Canada (MSCC) has partnered with the Canadian Mechanical Contracting Education Foundation 
ό/a/9CύΣ ǘƘŜ ŎƻƴǎǘǊǳŎǘƛƻƴ ƛƴŘǳǎǘǊȅΩǎ ƭŜŀŘŜǊ ƛƴ ǘƘŜ ŘŜƭƛǾŜǊȅ ƻŦ ŎƻƴǎǘǊǳŎǘƛƻƴ ǎǇŜŎƛŦƛŎ ŜŘǳŎŀǘƛƻƴŀƭ ǇǊƻƎǊŀƳǎΦ 
 

Offered on a local level, the Education Foundation employs only the very best instructors who use their real-world 
experience in combination with the very latest best business practices to ensure an understanding that goes well 
beyond the classroom. 
  

The 2008/09 program has been expanded to include a total of 11 courses covering a range of management and 
customer facing courses.  Course information can be found on both the MSCC website at www.servicecontractor.ca  
or the CMCEF website at www.cmcef.org.  

 
 

Educational Programs     Target Audience 
 

 

CCA Gold Seal Certification Program.  
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Service Contractors            

Ĕ Proactive ServiceTM Workshop  · · ·  · ·  TBA 8 2 

Ĕ Level I Electrical for HVAC Contractors   ·      TBA 32 2 

Ĕ Level II Electrical for HVAC Contractors   ·      TBA 40 2 

Ĕ Carbon Monoxide   · ·     TBA 8 2 

Ĕ Dispatcher Training Program ·        TBA 16 2 

Ĕ Small Projects Management · · · · · · ·  GSA 8 3 

Ĕ  Million Dollar System and Four Ways to Grow Your Business · ·  · · · ·  TBA 8 3 

Ĕ Charge Out Rates  ·  · · · ·  GSA 8 3 

Ĕ Customer Service for the Service Organization · · · · · · ·  TBA 8 3 

Ĕ Building your Service Team from the Top  ·  · · · ·  TBA 8 3 

Ĕ Thriving as a Service Contractor  ·  · · · ·  TBA 8 3 

  2009 ~2010  Calendar of Events (as of August 28 th , 2009 ) 

The CCA Gold Seal Certification Program is a national program for 
construction tǊƻƧŜŎǘ aŀƴŀƎŜǊǎΣ {ǳǇŜǊƛƴǘŜƴŘŜƴǘǎΣ 9ǎǘƛƳŀǘƻǊǎΣ ŀƴŘ hǿƴŜǊǎΩ 
Project Managers. Certification is based on the candidate's education, 
experience and their ability to satisfy the rigorous standards of the 
Program. This may mean the successful completion of a Gold Seal exam. 
The Gold Seal Certificate was developed by the industry for the industry 
and is a voluntary certification program for the individual. The Certificate 
signifies that the individual has attained a nationally recognized level of 
experience and competence as a Project Manager, Superintendent, 
9ǎǘƛƳŀǘƻǊ ƻǊ hǿƴŜǊǎΩ tǊƻƧect Managers. CMCEF, MCAC & MSCC are 
supporters of the Gold Seal program.   

http://www.servicecontractor.ca/
http://www.cmcef.org/

