
 

 



 

Most people never think about their HVAC system until it fails.That's when the questions start 
and the questions they ask predict exactly what happens next. 

When someone asks about a strange smell, they’ll be making an emergency call soon.  

Likewise, someone who asks about financing a new unit is going to want a sales estimate.  

Someone who asks about lease liability is interested in commercial negotiation.  

This report breaks down over 100 real questions consumers ask HVAC companies. We help 
you map the questions to the type of service call it generates so that you can create a better 
customer experience for your customers. 

Here's what we cover: 

●​ Replacement questions that lead to a sales estimate 
●​ Questions about smells and sounds that lead to an emergency repair 
●​ Filter and duct questions that lead to a maintenance call 
●​ Smart thermostat questions that signal the customer needs a tech consultation or 

service call 
●​ Lease and warranty questions that require a legal consultation 

The questions people ask before spending money reveal what they're actually afraid of: 

●​ Upfront cost 
●​ Monthly operating cost 
●​ Safety and air quality 
●​ Code compliance 
●​ Contract liability 

Every question maps to an outcome. This report shows you the pattern. 

System Replacement and Installation Questions That 
Lead To Sales and Estimate Calls 
Nobody replaces an HVAC system on a whim. They do it with intention. Some of the reasons 
include: 

●​ They don’t want it to break down during the summer. 
●​ AC stopped working. 
●​ They added an extension to the house. 

Homeowners are anxious when they need to replace an HVAC system because the cost and 
technology isn’t easy to understand. 



 

 

The First Question: Repair or Replace? 

Most homeowners ask: 

“Should I fix it or replace it?” 

The industry's answer is the 50% rule. When a single repair costs more than half the price of a 
new system, replace it. 

Single failures are normally repairable unless it’s a compressor or condenser coil. Multiple 
failures, equipment age, or efficiency drops along with failures might mean they need to replace 
it though. 

Pay attention to the other questions homeowners ask. If they ask about efficiency, they might 
want higher SEER2 units, but if they just focus on the hot or cold season coming up they are 
worried about comfort.  

The Sizing Questions 

Once replacement is on the table, sizing questions take over. 

Most people assume square footage decides tonnage. It doesn't. 

Modern sizing runs through an ACCA Manual J load calculation. That factors in climate zone, 
window orientation, solar heat gain, attic insulation, and air leakage. 

In places like Las Vegas, sitting in ASHRAE Climate Zone 3B, sizing has to account for design 
days that hit 115 degrees. 

Homeowners often ask why a bigger unit isn't just better. It's because oversized systems short 
cycle, which damages compressors faster. In humid climates it also prevents the unit from 
removing humidity out of the air. That leaves you cold and clammy, or worse yet allows 
conditions for mold to grow. 

Undersized systems have the opposite problem. They run nonstop during peak heat, but it 
keeps getting warmer in the house. That burns energy and wears out parts fast. 

The System Type Questions 

Homeowners also compare traditional split systems against heat pumps. 

As anyone reading this already knows, heat pumps handle both heating and cooling using a 
reversing valve to switch the refrigerant flow. 



 

Older heat pumps struggled in freezing temps. But today’s modern variable-speed models work  
even near zero degrees. 

There's a comfort complaint that comes up constantly. Gas furnaces push air at 105 degrees. 
Heat pumps push air closer to 85 degrees. That 85 degree air feels lukewarm, even though it 
hits the thermostat setpoint. 

This drives a lot of questions about dual-fuel setups. Pairing a heat pump with a gas furnace 
can solve both the efficiency problem and the comfort complaints. 

I’ve actually ran energy audits where switching to a heat pump would cost more than sticking 
with a furnace because of the differences in the costs in the locations. 

The Efficiency Questions 

Lab efficiency ratings don't always survive real desert heat or Michigan winters 

A system rated SEER2 16 in a lab might only deliver SEER2 12 or 13 during a Las Vegas 
heatwave. 

Homeowners ask how that lab number turns into real savings. That gap between nominal and 
effective efficiency is one of the most common questions contractors field. 

25 System Replacement Questions You Should Answer In Your 
Content 

Here are the list of questions you should answer in your marketing content to help you sell more 
HVAC units. Create a blog, video, and images around each to help people make more informed 
purchasing decisions. 

Inquiry 
Category 

Specific Consumer 
Question 

Primary Driver / Underlying 
Concern 

Resulting 
Call Type 

Repair vs. 
Replace 

How expensive should a 
repair be before I should just 
buy a new unit? 

Financial optimization using the 
industry standard 50% rule. 

Sales 
Estimate 

Repair vs. 
Replace 

When is an old air 
conditioner or furnace no 
longer worth fixing? 

Lifespan assessment of major 
components based on extreme 
utilization. 

Sales 
Estimate 

Repair vs. 
Replace 

Will a new system lower my 
utility bills? 

Escalating operational costs 
due to age-related efficiency 
loss. 

Sales 
Estimate 



 

Repair vs. 
Replace 

Should I replace my AC 
when the warranty ends? 

Risk aversion to bearing full 
out-of-pocket costs for major 
component failure. 

Sales 
Estimate 

Repair vs. 
Replace 

Are multiple minor 
breakdowns a sign the 
system needs to be 
replaced? 

Fatigue from continuous, 
unpredictable maintenance 
disruptions. 

Sales 
Estimate 

Capacity 
Sizing 

What size HVAC system do 
I need for my home's square 
footage? 

Fear of purchasing inadequate 
or excessive mechanical 
capacity. 

Sales 
Estimate 

Capacity 
Sizing 

Will your technicians 
perform an ACCA Manual J 
load calculation? 

Verification of contractor 
competence and adherence to 
engineering standards. 

Sales 
Estimate 

Capacity 
Sizing 

Why shouldn't I just buy a 
larger unit to cool the house 
down faster? 

Misunderstanding of short 
cycling and the necessity of 
latent heat removal. 

Sales 
Estimate 

Capacity 
Sizing 

How does my attic insulation 
affect the required size of 
the unit I need? 

Understanding the building 
envelope's impact on total 
thermal load. 

Sales 
Estimate 

Capacity 
Sizing 

Do extreme 115-degree 
summer temperatures 
require a larger tonnage 
unit? 

Regional climate variables 
affecting the maximum 
design-day calculation. 

Sales 
Estimate 

System 
Type 

What type of HVAC system 
is structurally best for my 
specific property? 

Navigating the diverse 
landscape of available 
mechanical technology. 

Sales 
Estimate 

System 
Type 

Should I switch from a 
traditional AC and gas 
furnace to an electric heat 
pump? 

Long-term energy strategy, 
solar integration, and climate 
suitability. 

Sales 
Estimate 

System 
Type 

Do heat pumps actually 
work when the ambient 
temperature drops below 
freezing? 

Skepticism regarding the 
physics of ambient heat 
extraction technology. 

Sales 
Estimate 



 

System 
Type 

Why does the air from a 
heat pump feel cooler than 
the air from a gas furnace? 

Psychological comfort 
discrepancies between 85F and 
105F discharge air. 

Sales / 
Consultation 

System 
Type 

Are dual-fuel setups 
compatible with 
high-efficiency variable 
capacity systems? 

Maximizing utility arbitrage 
between fluctuating gas and 
electric rates. 

Sales 
Estimate 

Efficiency & 
Cost 

What SEER2 or efficiency 
ratings should I be targeting 
for maximum ROI? 

Balancing steep upfront capital 
costs against long-term utility 
payback. 

Sales 
Estimate 

Efficiency & 
Cost 

How much does a full 
system replacement cost, 
including all installation 
labor? 

Budgetary constraints and 
determining the total cost of 
ownership. 

Sales 
Estimate 

Efficiency & 
Cost 

Are there state, local, or 
utility rebates available to 
offset the cost? 

Seeking capital offsets to afford 
premium, variable-speed 
equipment tiers. 

Sales 
Estimate 

Efficiency & 
Cost 

Will the SEER2 laboratory 
efficiency rating hold up in 
115-degree heat? 

Anticipating real-world 
performance degradation under 
peak ambient loads. 

Sales 
Estimate 

Efficiency & 
Cost 

How long is the lifespan of a 
new system in a harsh 
desert climate? 

Calculating the financial 
amortization of the capital 
investment over time. 

Sales 
Estimate 

Contractor 
Vetting 

Are you licensed, bonded, 
and insured for this specific 
type of installation? 

Liability protection and 
regulatory compliance 
verification (e.g., NSCB Class 
C-21). 

Sales 
Estimate 

Contractor 
Vetting 

Do your technicians hold 
EPA 608 certifications for 
handling refrigerants? 

Federal environmental 
compliance and baseline 
technician competency. 

Sales 
Estimate 

Contractor 
Vetting 

Can you provide local 
references or 
before-and-after ductwork 
case studies? 

Social proof and empirical 
verification of workmanship 
quality. 

Sales 
Estimate 



 

Contractor 
Vetting 

Is it necessary to upgrade or 
redesign my ductwork via 
Manual D with the new 
system? 

Understanding the interplay 
between air delivery pressure 
and mechanical capacity. 

Sales 
Estimate 

Contractor 
Vetting 

What specific maintenance 
plans do you offer for newly 
installed systems? 

Long-term asset protection and 
ensuring the preservation of 
manufacturer warranties. 

Sales 
Estimate 

 

Questions About Diagnostics and Emergency 
Intervention That Lead To Service Calls 
When a system stops behaving normally, panic sets in fast. People are about to call for help 
when they start experiencing sensory alarms like. 

●​ Bad smells.  
●​ Weird sounds.  
●​ Uneven temperatures.  

Smells That Trigger Emergency Calls 

Your nose is a warning system.  

When people start smelling sulfur or rotten eggs there’s a gas leak or cracked heat exchanger. 
Both are dangerous. Both need immediate shutdown and evacuation. 

A sharp electrical smell points to a failing blower motor or overheating capacitor. A quick 
"burning toast" smell on the first cold day of the season is just dust burning off. That one's 
harmless. 

A musty, dirty sock smell means mold or standing water in the coil or drain pan. That's an air 
quality issue, not a fire risk. 

A sweet, chemical smell resembling chloroform is refrigerant leaking through a breach in the 
copper lines. It’s toxic and needs a technician fast. 

Sounds That Trigger Emergency Calls 

Healthy systems hum quietly. 

Banging or clanking means real mechanical damage. A broken compressor rod. A loose blower 
wheel. Bent fan blades. 



 

Squealing points to bearing failure or a slipping belt. 

Hissing is serious. Near the furnace, it's a gas leak. Near the coil or condenser, it's a refrigerant 
blowout. 

Short cycling, the system turning on and off rapidly, usually means restricted airflow, frozen 
coils, or a bad control board. 

Why Las Vegas Sees More Capacitor Failures 

Extreme heat kills capacitors early. I’ve replaced 13 capacitors before noon.. 

A capacitor gives the compressor motor the jolt it needs to start. In a mild climate, one lasts ten 
to fifteen years. 

In Las Vegas, five to seven years is common. Sustained heat above 110 degrees breaks down 
the internal fluid faster than anywhere else. 

When a capacitor fails, the compressor hums but won't start. It trips the breaker instead. 

Technicians often recommend hard-start kits. These add a backup capacitor to protect the 
compressor during that first critical second of startup. 

Left alone, a failed capacitor can burn out the whole compressor. What should've been a cheap 
fix turns into a full replacement. 

25 Questions People Ask Before They Make A Service Call 

Here are the list of questions you should answer in your marketing content to help you get more 
service calls. Create a blog, video, and images around each to help people know it’s time to call 
an HVAC company. 

 

Inquiry 
Category 

Specific Consumer 
Question 

Primary Driver / 
Underlying Concern 

Resulting 
Call Type 

Olfactory 
(Smells) 

Why does my furnace smell 
like burning plastic or 
melting electricity? 

Fear of imminent electrical 
fire, wire melting, or thermal 
overload. 

Emergency 
Repair 

Olfactory 
(Smells) 

Is the pungent rotten egg 
smell coming from my vents 
a gas leak? 

Life safety concern 
regarding combustible gas 
or cracked heat 
exchangers. 

Emergency 
Repair 



 

Olfactory 
(Smells) 

Why does my new 
high-efficiency AC smell 
strongly like dirty socks? 

Biological growth caused by 
higher moisture extraction 
on the coil. 

Service 
Repair 

Olfactory 
(Smells) 

Is a sweet, chemical, 
chloroform-like smell from 
my vents dangerous? 

Potential exposure to toxic 
leaking refrigerant from the 
evaporator. 

Emergency 
Repair 

Olfactory 
(Smells) 

Why does my heater smell 
like burning dust the first 
time I turn it on? 

Confusion between normal 
seasonal dust incineration 
and actual fire hazards. 

Service 
Repair 

Acoustic (Noises) What is causing a violent, 
loud banging sound when 
my AC turns on? 

Severe mechanical trauma, 
loose structural mounts, or 
broken fan blades. 

Emergency 
Repair 

Acoustic (Noises) Why is my indoor unit 
making a continuous, 
high-pitched squealing 
noise? 

Friction from failing motor 
bearings, lack of lubrication, 
or deteriorating belts. 

Service 
Repair 

Acoustic (Noises) Is the prolonged hissing 
sound near my outdoor unit 
a refrigerant leak? 

Loss of hermetic system 
pressure, efficiency loss, 
and environmental hazard. 

Emergency 
Repair 

Acoustic (Noises) Why does my AC hum 
loudly but refuse to actually 
start the fan blade? 

Failed starting components 
(capacitors) preventing 
mechanical motor rotation. 

Emergency 
Repair 

Acoustic (Noises) What causes a loud, 
explosive boom when my 
gas furnace finally ignites? 

Delayed gas ignition posing 
a severe combustion and 
explosion risk. 

Emergency 
Repair 

Thermal/Airflow Why is my air conditioner 
blowing completely warm air 
during a heatwave? 

Total loss of cooling 
capacity due to leaks or 
catastrophic compressor 
lockup. 

Emergency 
Repair 

Thermal/Airflow What causes weak or 
practically nonexistent 
airflow from my supply 
vents? 

Blocked ductwork, heavily 
frozen coils, or complete 
blower motor failure. 

Service 
Repair 



 

Thermal/Airflow Why are the upstairs rooms 
freezing while the 
downstairs remains 
uncomfortably hot? 

Uneven air distribution, 
thermal stacking, and 
severe structural 
imbalance. 

Service 
Repair 

Thermal/Airflow Why are my indoor 
evaporator coils completely 
covered in a solid block of 
ice? 

Refrigerant starvation, 
severe airflow restriction, or 
clogged filters. 

Emergency 
Repair 

Thermal/Airflow Why is my system turning 
on and off rapidly every 
three minutes? 

Short cycling due to sensor 
failure, low refrigerant 
charge, or motor 
overheating. 

Service 
Repair 

Electrical Failures How can I tell if my AC 
capacitor has completely 
failed in the heat? 

Diagnosing the most 
statistically common cause 
of summer heatwave 
breakdowns. 

Emergency 
Repair 

Electrical Failures Will a hard-start kit protect 
my compressor from grid 
voltage drops? 

Mitigating the destructive 
effects of power surges and 
extreme startup loads. 

Service 
Repair 

Electrical Failures Why does my outdoor unit 
shut down exactly during 
the hottest part of the day? 

Thermal overload switches 
actively tripping to prevent 
catastrophic wire melting. 

Emergency 
Repair 

Electrical Failures Does continuous, 16-hour 
operation in 115-degree 
heat permanently damage 
the system? 

Accelerated mechanical 
wear due to zero thermal 
recovery time at night. 

Service 
Repair 

Electrical Failures Why are my summer utility 
bills spiking without an 
actual increase in usage? 

Severe efficiency loss 
forcing the unit to pull 
maximum amperage 
continuously. 

Service 
Repair 

Condensate/Wat
er 

Why is water leaking from 
the indoor unit straight 
through my drywall ceiling? 

Clogged primary 
condensate drains causing 
the secondary drain pan to 
overflow. 

Emergency 
Repair 

Condensate/Wat
er 

What happens if the PVC 
drain line freezes 

Ice blockages preventing 
proper moisture extraction, 
causing system shutdowns. 

Service 
Repair 



 

completely during winter 
operation? 

Condensate/Wat
er 

Why is there standing, rusty 
water around the base of 
my basement furnace? 

Cracked drain pans, 
blocked exhaust flues, or 
acidic heat exchanger 
condensation. 

Service 
Repair 

Operational 
Errors 

Why doesn't the ambient 
room temperature match the 
setting on my thermostat? 

Internal sensor calibration 
failure or severe structural 
heat gain overcoming 
capacity. 

Service 
Repair 

Operational 
Errors 

How do I troubleshoot a 
completely blank or 
unresponsive digital 
thermostat? 

Loss of low-voltage control 
power, often linked to blown 
fuses or tripped float 
switches. 

Service 
Repair 

 

Questions About Preventive Maintenance, Indoor Air 
Quality, and Envelope Diagnostics That Lead To Tune-up 
And Energy Audit Calls 
Emergency calls come from panic. Maintenance calls come from strategy. 

Homeowners asking these questions want to extend equipment life, protect air quality, and cut 
costs before anything breaks. They are normally more affluent customers and can become 
customers for life as long as you provide quality service. 

Filters and Airflow 

Filters seem simple. They're not. 

A standard fiberglass filter needs replacing every 30 to 90 days. Pets, pollen, and desert dust 
cut that window way down. 

In Las Vegas, fine silica dust overwhelms standard filters fast. A clogged filter forces the blower 
motor to work harder. That spikes energy costs and can freeze the coil solid, shutting the whole 
system down. 

Duct Cleaning 

Most homeowners misunderstand what duct cleaning actually means. 



 

Cleaning just the metal ducts and skipping the coil, blower, and drain pan means the system 
recontaminates itself the moment it turns on. 

NADCA standards call for cleaning the entire system. Supply plenums, return plenums, 
evaporator coil, blower assembly, drain pan. All of it. 

That requires negative pressure through the whole network during cleaning. Otherwise dust and 
debris just scatter into the living space instead of getting pulled out. 

Most people call for this after noticing dust on the vents, worsening allergies, or signs of pests in 
the ductwork. 

Home Energy Audits 

Sometimes the equipment isn't the problem. The building is. 

Homeowners dealing with drafts, hot spots, or rising bills eventually realize replacing the HVAC 
system won't fix a leaky envelope. 

An energy audit shifts the focus from the equipment to the structure itself. Blower doors 
measure air leakage. Infrared cameras find missing insulation. 

The real question homeowners ask is about payback. Will sealing the house and upgrading 
insulation to R-38 actually save money long term? 

Auditors also test combustion safety, making sure gas appliances aren't backdrafting carbon 
monoxide into the house. 

Fix the envelope first. Then you can buy a smaller, cheaper, more efficient system when 
replacement time comes. 

22 IAQ, Maintenance, Duct Cleaning, And Energy Analysis Questions 

These questions are good for getting more preventive maintenance and specialized service 
calls that many HVAC companies aren’t good at tackling. Make sure you have the skill set and 
equipment before creating marketing content around these subjects. 

Inquiry 
Category 

Specific Consumer 
Question 

Primary Driver / 
Underlying Concern 

Resulting 
Call Type 

Filtration & 
Airflow 

How often should I change a 
standard 1-inch fiberglass air 
filter? 

Confusion over generic 
guidelines versus 
site-specific environmental 
conditions. 

Tune-up / 
Maintenance 



 

Filtration & 
Airflow 

What happens to the system if 
I forget to change a clogged 
filter? 

Understanding the physics 
of airflow restriction and coil 
freezing. 

Tune-up / 
Maintenance 

Filtration & 
Airflow 

Do homes with multiple pets 
require special filters? 

Mitigating excess dander 
and preventing rapid filter 
blinding. 

IAQ 
Consultation 

Filtration & 
Airflow 

How does the desert dust 
affect filter lifespan and blower 
motor wear? 

Geographic challenges 
necessitating highly 
accelerated maintenance 
schedules. 

Tune-up / 
Maintenance 

Filtration & 
Airflow 

Why do my energy bills creep 
up even though my usage 
habits haven't changed? 

The financial penalty of dirty 
filters increasing electrical 
draw. 

Energy Audit / 
Tune-up 

Duct 
Hygiene 

What are the visible signs that 
my air ducts need professional 
cleaning? 

Identifying dust 
accumulation, mold growth, 
or pest debris on registers. 

Duct Cleaning 
Call 

Duct 
Hygiene 

Why does NADCA 
recommend cleaning the 
entire system, not just the 
sheet metal? 

Fear of immediate 
recontamination from a dirty 
blower wheel or coil. 

Duct Cleaning 
Call 

Duct 
Hygiene 

How does continuous negative 
pressure prevent dust from 
entering my home during 
cleaning? 

Understanding the physics 
and safety of proper 
contaminant extraction. 

Duct Cleaning 
Call 

Duct 
Hygiene 

Can dirty ductwork actually 
restrict airflow and increase 
utility bills over time? 

The financial impact of 
dense particulate matting on 
internal surfaces. 

Duct Cleaning 
Call 

Duct 
Hygiene 

What causes visible mold 
growth on the sheet metal 
inside the ductwork? 

Moisture carryover from 
coils interacting with 
biological matter. 

IAQ / 
Remediation 
Call 

Energy 
Audits 

Whathappens during a 
comprehensive 3-hour home 
energy audit? 

Setting expectations for 
diagnostic testing, blower 
doors, and duration. 

Energy Audit 
Call 

Energy 
Audits 

How can an energy audit 
identify source of cold drafts or 
hot rooms? 

Isolating building envelope 
failures versus mechanical 
failures using infrared. 

Energy Audit 
Call 



 

Energy 
Audits 

Why does the auditor 
aggressively test combustion 
appliances for safety? 

Preventing carbon monoxide 
backdrafts and identifying 
severe health hazards. 

Energy Audit 
Call 

Energy 
Audits 

Will adding R-38 insulation 
reduce the required size of a 
future HVAC unit? 

Lowering total thermal load 
to significantly decrease 
capital equipment costs. 

Energy Audit 
Call 

Energy 
Audits 

What is the financial payback 
period for extensive air sealing 
and insulation? 

Evaluating the long-term 
return on investment for 
structural upgrades. 

Energy Audit 
Call 

Energy 
Audits 

Do programs like EmPower+ 
or NYSERDA offer free audits 
for specific income levels? 

Navigating the complex 
landscape of federal and 
state efficiency incentives. 

Program 
Consultation 

System 
Preparation 

What specific tasks must be 
completed during a spring AC 
maintenance check? 

Pre-cooling season 
preparation to prevent 
peak-summer failures. 

Seasonal 
Tune-up 

System 
Preparation 

Why is it necessary to 
chemically clean condenser 
and evaporator coils annually? 

Restoring optimal heat 
transfer rates blocked by dirt 
and biological debris. 

Seasonal 
Tune-up 

System 
Preparation 

Does clearing landscaping 
debris away from the outdoor 
unit actually improve 
efficiency? 

Ensuring unhindered 
ambient air intake for the 
condenser fan motor. 

Seasonal 
Tune-up 

System 
Preparation 

Why do technicians measure 
refrigerant pressure during a 
routine maintenance check? 

Identifying slow micro-leaks 
before they cause 
catastrophic coil freezing. 

Seasonal 
Tune-up 

System 
Preparation 

Is lubricating moving motor 
parts still required on modern, 
high-efficiency systems? 

Reducing mechanical 
friction to lower electrical 
consumption and prevent 
wear. 

Seasonal 
Tune-up 

System 
Preparation 

How can I prepare my 
equipment to survive a 
sustained 115-degree 
heatwave? 

Desert-specific strategies for 
continuous, extreme-load 
operation and survival. 

Seasonal 
Tune-up 

 



 

Advanced Controls, Micro-Climatization, and Warranty 
Adjudication Generating Consultations 
Smart home tech and legal fine print create their own category of questions. 

These need technicians who understand networking, airflow physics, and contracts all at once. 

Smart Thermostat Compatibility 

Homeowners try to pair a standard 24-volt smart thermostat with a ductless mini-split. It fails 
immediately. 

Traditional forced-air systems run on a simple on-off signal. Mini-splits and 
variable-refrigerant-flow systems don't work that way. They use inverter-driven compressors that 
ramp up and down in tiny increments, communicating through proprietary digital protocols. 

A generic smart thermostat can't read those signals. Homeowners need manufacturer-specific 
controllers instead. 

Zoning and Micro-Climate Control 

Hot upstairs. Cold downstairs. This is one of the most common comfort complaints in multi-story 
homes. 

There are two fixes. Ducted zoning uses motorized dampers to redirect air to whichever zone 
needs it. Ductless mini-splits skip the ductwork entirely, giving each room its own air handler tied 
to one outdoor compressor. 

Zoning problems often show up when a new smart thermostat clashes with an older damper 
control panel. One zone ends up stealing air from another. 

Warranty Confusion 

This is the most contentious question category in the whole industry. 

HVAC warranties split into two pieces. The manufacturer covers parts, usually for ten years. The 
contractor covers labor, usually for just one year. 

When a part fails in year three, homeowners learn the hard way. The $300 motor might be free. 
The diagnostic fee, labor, and refrigerant disposal are not. That bill can run into the thousands. 

People feel misled by "10-year warranty" marketing. They also ask what happens if their original 
installer goes out of business. Usually, the labor warranty just disappears with them. 



 

That's why extended labor warranties come up so often. They bridge the gap between year two 
and year ten. 

20 Technology And Warranty Questions Customers Ask 

These questions are questions that many high-end customers will have because they are more 
financially literate and want to make sure they are making the best long term decisions.  

Inquiry 
Category 

Specific Consumer 
Question 

Primary Driver / Underlying 
Concern 

Resulting 
Call Type 

Thermostat 
Tech 

Why won't my standard 
24-volt smart thermostat work 
with my mini-split? 

Voltage and digital serial 
communication protocol 
incompatibility. 

Tech 
Consultation 

Thermostat 
Tech 

Can I use a third-party Wi-Fi 
controller to mimic my 
mini-split's remote? 

Bridging the gap between 
proprietary tech and 
centralized smart home hubs. 

Tech 
Consultation 

Thermostat 
Tech 

Why is my multi-zone system 
completely ignoring the 
schedule I programmed? 

Conflict between new smart 
thermostats and legacy 
damper control boards. 

Tech 
Consultation 

Thermostat 
Tech 

Are line-voltage thermostats 
for baseboards compatible 
with heat pumps? 

Misunderstanding the 
difference between direct 
power switching and signaling. 

Tech 
Consultation 

System 
Zoning 

What is the structural 
difference between 
mechanical dampers and 
ductless mini-splits? 

Evaluating methods for 
micro-climatic room-by-room 
control. 

Upgrade 
Consultation 

System 
Zoning 

Can zoning solve the issue of 
a hot upstairs and a freezing 
downstairs? 

Mitigating thermal stacking, 
solar gain, and inconsistent 
building design. 

Upgrade 
Consultation 

System 
Zoning 

Does closing vents manually 
achieve the same result as a 
professional zoning panel? 

Misunderstanding of static 
pressure increases and 
blower motor strain. 

Upgrade 
Consultation 

System 
Zoning 

Are ductless mini-splits 
effective for sunrooms or new 
home additions? 

Bypassing the need to extend 
existing, undersized central 
ductwork. 

Sales 
Estimate 

System 
Zoning 

How does a central control 
board coordinate multiple 
thermostats simultaneously? 

Understanding the logic 
hierarchy of staging and 
damper positioning. 

Tech 
Consultation 



 

System 
Zoning 

Why does one zone seem to 
"steal" heating or cooling 
from another zone? 

Poor integration of dampers, 
sensors, and thermostat logic 
rules. 

Tech 
Consultation 

Warranty 
Nuance 

If the part is covered by a 
10-year warranty, why is my 
repair bill $400? 

The structural bifurcation 
between manufacturer parts 
and contractor labor. 

Warranty 
Dispute 

Warranty 
Nuance 

Are diagnostic fees and trip 
charges covered under the 
manufacturer warranty? 

Uncovering hidden 
out-of-pocket expenses 
required to execute a claim. 

Warranty 
Dispute 

Warranty 
Nuance 

Who pays for the 
replacement refrigerant if my 
covered evaporator coil 
leaks? 

Refrigerant is classified as a 
consumable, rarely covered 
by parts warranties. 

Warranty 
Dispute 

Warranty 
Nuance 

Does my 1-year labor 
warranty disappear if my 
installer retires or closes the 
business? 

The vulnerability of relying on 
a contractor's solvency for 
labor coverage. 

Warranty 
Dispute 

Warranty 
Nuance 

What is an extended labor 
warranty, and is the 
insurance premium worth the 
cost? 

Evaluating third-party 
insurance to bridge the 
coverage gap in years 2-10. 

Warranty 
Consultation 

Warranty 
Nuance 

Can a lack of documented 
annual maintenance void my 
manufacturer parts warranty? 

Manufacturers tying 
component coverage to 
verified, professional 
preventative care. 

Warranty 
Consultation 

Warranty 
Nuance 

How do I verify the exact 
original installation and 
registration date of my 
system? 

Establishing the chronological 
baseline for warranty claim 
eligibility. 

Warranty 
Consultation 

Warranty 
Nuance 

Does replacing a bad 
capacitor fall under the labor 
warranty or the parts 
warranty? 

Determining who pays the 
technician to physically swap 
the component. 

Warranty 
Consultation 

Warranty 
Nuance 

Can any licensed contractor 
fulfill the labor warranty, or 
just the original installer? 

Navigating contractor lock-in 
and the transferability of 
service guarantees. 

Warranty 
Consultation 



 

Warranty 
Nuance 

If a failed capacitor destroys 
my compressor, are both 
parts covered? 

Understanding cascading 
failures and warranty 
limitations. 

Warranty 
Dispute 

 

Commercial Systems, Property Management, and Lease 
Disputes Generating Commercial Contracts 
Commercial HVAC plays by different rules entirely. 

Property managers and facility engineers aren't asking "should I fix this." They're asking "who 
pays for this and how fast can it get fixed." 

Portfolio Management 

Managers need one thing above all else. A full equipment inventory. 

Age, tonnage, brand, and condition of every rooftop unit and air handler across the portfolio. 
That data drives capital budgeting. 

When extreme weather hits, multiple tenants call at once. Managers need a triage system. 
Life-safety issues first. Total failures next. Minor comfort complaints last. 

Response time matters most here. A guaranteed 24-hour dispatch window is a non-negotiable 
line item in most service agreements. Tenant retention depends on it. 

Managers also ask about training tenants to spot early warning signs, and about requiring 
second opinions on any repair quote over $1,000. Both protect the budget. 

Lease Liability 

This is where things get legally messy. 

In Triple-Net retail leases, tenants pay for everything, including full system replacement, even 
though they don't own the building. Tenants near the end of their lease often push back hard on 
this. Why fund a new rooftop unit that benefits the next tenant? 

In gross leases common to office buildings, the landlord absorbs those costs through base rent 
and CAM fees. Disputes here center on what counts as a "specialized tenant improvement." If a 
tenant needs a dedicated cooling unit for a server room, who pays to install it? Who pays to 
remove it when the lease ends? 



 

Commercial Maintenance 

Commercial maintenance runs on strict, seasonal checklists. 

Spring means deep coil cleaning and drain inspections to prevent ceiling damage. Winter 
means protecting exposed rooftop lines and testing freeze protection. 

Most of this now runs through Computerized Maintenance Management Software. That gives 
managers automated scheduling, asset tracking, and a paper trail that protects them in lease 
disputes. 

21 Questions Commercial Clients Ask 

HVAC companies serving commercial clients may need to answer some more complicated 
questions. These are some of the common questions you may have to answer.  
 
Be careful when you do. 
 
 If you are at all concerned about communicating the wrong information consult with a lawyer 
before answering these questions and ask them to review the final content before posting it. 

Inquiry 
Category 

Specific Consumer 
Question 

Primary Driver / 
Underlying Concern 

Resulting Call 
Type 

Portfolio 
Management 

How do I inventory the age, 
brand, and size of every 
rooftop unit on my property? 

Establishing baseline data 
for capital expenditure 
forecasting. 

Commercial 
Survey 

Portfolio 
Management 

What is the average 
operational health and 
remaining lifespan of my 
equipment? 

Budgeting for phased 
replacements versus 
emergency retrofits. 

Commercial 
Audit 

Portfolio 
Management 

How should I triage 
simultaneous repair 
requests from multiple angry 
tenants? 

Prioritizing life-safety and 
complete failure over minor 
comfort complaints. 

Commercial 
Service 

Portfolio 
Management 

Can you provide guaranteed 
24-hour priority response 
times in a service 
agreement? 

Minimizing tenant friction 
and business disruption 
during heatwaves. 

Contract 
Negotiation 

Portfolio 
Management 

How can I train my tenants 
to spot early warning signs 
like leaks or odors? 

Utilizing occupants as a 
first line of defense against 
catastrophic failure. 

Training / 
Consultation 



 

Portfolio 
Management 

How do I verify a 
technician's diagnosis 
before approving a $2,000 
repair? 

Preventing fraud by 
seeking second opinions 
for major expenditures. 

Management 
Consultation 

Portfolio 
Management 

What is the expected 
turnaround time for 
replacing a commercial 
compressor? 

Setting realistic timelines 
with tenants (4-8 hours 
plus part ordering). 

Commercial 
Service 

Lease Liability In a commercial lease, who 
is legally responsible for a 
total HVAC replacement? 

Navigating the financial 
burden in Triple-Net (NNN) 
lease structures. 

Legal 
Consultation 

Lease Liability Must a tenant pay to replace 
a failing unit in the final 
month of their lease? 

The economic inequity of 
funding capital assets for a 
subsequent tenant. 

Lease 
Negotiation 

Lease Liability Who maintains specialized 
supplemental cooling 
installed for a tenant's server 
room? 

Distinguishing between 
base building infrastructure 
and tenant improvements. 

Lease 
Negotiation 

Lease Liability If the building uses a shared 
chiller system, how are 
repair costs divided among 
tenants? 

Understanding common 
area maintenance (CAM) 
fee distributions. 

Contract 
Review 

Lease Liability Is a tenant legally obligated 
to remove supplemental 
ductwork upon moving out? 

The cost of restoring a 
commercial shell to its 
original architectural 
condition. 

Lease 
Negotiation 

Lease Liability What happens if the landlord 
refuses to fix the AC while I 
withhold rent? 

Navigating tenant rights, 
escrow, and constructive 
eviction in extreme heat. 

Legal 
Consultation 

Commercial 
Maintenance 

What specific tasks are 
required during a quarterly 
commercial HVAC 
inspection? 

Ensuring code compliance 
and preventing cascading 
mechanical failures. 

Maintenance 
Contract 

Commercial 
Maintenance 

Why is cleaning the 
economizer and fresh air 
intake critical for commercial 
buildings? 

Maintaining indoor air 
quality standards and 
ventilation compliance. 

Seasonal 
Service 



 

Commercial 
Maintenance 

How do I protect exposed 
rooftop pneumatic lines and 
drains from winter freezing? 

Preventing ice-induced 
structural damage and 
operational downtime. 

Seasonal 
Service 

Commercial 
Maintenance 

Does your maintenance 
software integrate with our 
existing property 
management CMMS? 

Automating work orders, 
asset tracking, and legal 
compliance documentation. 

Software / 
Contract 

Commercial 
Maintenance 

Can routine service 
agreements reduce the 
frequency of tenant comfort 
complaints? 

The correlation between 
preventative calibration and 
thermal stability. 

Maintenance 
Contract 

Commercial 
Maintenance 

How do we secure exposed 
wiring and electrical 
connections on commercial 
rooftops? 

Preventing weather 
degradation and ensuring 
safety compliance. 

Maintenance 
Contract 

Commercial 
Maintenance 

Who is responsible for 
replacing the batteries in 
commercial zone 
thermostats? 

Clarifying minor 
maintenance tasks within 
the broader lease 
agreement. 

Contract 
Review 

 

Why Should You Trust Me? 
I’m a former HVAC technician with 5  years experience in the field including working on homes, 
commercial refrigeration, building controls, and LEED projects. In addition, my bachelor’s 
degree is in HVAC Engineering Technology And Energy Management from Ferris State. ​
​
I also have 5 years of experience in marketing creating B2B content for UpFlip. I generated 
annual growth of 266% for their blog while I was writing for them and got to learn from hundreds 
of successful business owners.  

If you need any help with your HVAC Marketing, reach out to me at BrandonBoushy.com. 

Conclusion 
HVAC services aren’t just transactional. They are high-stakes decisions made under pressure. 

The moment comfort breaks down, homeowners lose control. They're forced to trust a stranger 
in a domain they don't understand. Make it a point to build trust with the customer by having the 
answers to the questions they ask.  

https://brandonboushy.com/hvac-marketing/


 

Post them on your website. Include them in pamphlets. Make sure that they have the knowledge 
to feel comfortable hiring you. 

The pattern holds up across every category.  

Emergency questions come from panic and immediate safety threats. Replacement and 
maintenance questions come from long-term financial planning. Commercial questions come 
from legal liability and lease structure, not mechanical curiosity. 

Answer these questions clearly and honestly, and you close the information gap. That's the 
entire game. 

A confused, anxious homeowner becomes a repeat customer the moment they trust your 
answer. 

What question would you add to this list? 
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