
COVID-19 Call Script
1. Good morning/afternoon <BUSINESS NAME>, this is <NAME> speaking.

The customer will give you information about their issue.

2. Have you used our services before?
Customer responds with yes/no.

3. Could I please start with your name, address and best contact number?
The customer will give you with their details.

4. <Ask questions…>
For example, if the customer says they have a leaking tap or want a power point 
installed then ask them location.

4.2 Just to confirm, <confirm details provided> e.g there is a leaking tap in the 
kitchen sink and the bathroom shower.
Customer responds with confirmation or further details.

5. I will just explain how we work, we charge a diagnostic fee of $55 which 
includes the plumber coming out, having a look at the problem, and giving 
you an upfront price for any work or testing required. If you decide to go 
ahead with the work, the call out fee is waived and you just pay for the work.

6. We have an available spot either <DAY> or <DAY> between 
<TIMEFRAME>. Which one works best?
Customer responds

7. Okay great <CUSTOMER NAME>, we have you booked on <DAY> 
between <TIMEFRAME>. The plumber will call you on his way to give you a 
more exact ETA.

11. Thanks for your call, have a great day!

8. And just before I let you go, as a duty of care for both you and our staff, 
I just need to check that no one within the home/office has travelled 
overseas in the past 14 days and no one is presenting with any sickness? 
Here at <BUSINESS NAME> we understand that taking additional 
health and safety measures at the moment are crucial to ensure that we 
are providing both our customers and our staff with a safe environment.
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9. If customer response No. 
If this changes in between now and your booking, please feel free to get in 
touch and we would be happy to reschedule this for you.

10. If customer response Yes.
Thank you for letting us know. To keep yourself and our staff safe, I’m going 
to go ahead and reschedule your booking for in 14 days time. GO TO STEP 6.


