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Murdock brings counterman’s perspective to customer service training

ne of the most important and

authoritative voices in Red Dot’s

customer service group isn't
one you'll hear when you phoneiin. It
belongs to Mike Murdock, Red Dot’s
field sales representative in the West-
ern United States and Canada.

Mike brings a counterman’s perspec-
tive to Red Dot’s customer service
training, providing a deeper under-
standing of our product lines and the
challenges you face when you call.

“You can train people to respond to
questions, but great customer service
comes when the customer service
representative handles your questions
with knowledge and confidence,” Mike
says. “We want our team to know our
product lines inside and out—what
each item does, why it’s important, and
what alternatives there are if the part
isn’t immediately available.”

Mike knows that when you're wait-
ing while we check on a unit or part,
chances are you have your own cus-
tomer on hold or standing nearby, says
Robert Gardiner, who oversees market-
ing and customer service. “We want
you to get a well-informed response
to what you need, and to get that

response as quickly as possible,” Robert
says. “We really benefit from Mike’s
expertise.”

Mike meets with the customer ser-
vice team five or six times a year.

“It started out a couple of years ago
as Catalog 101, taking one section at a
time and really examining the products
we offer,” says Mike. “Since then, we've
advanced into new topics including
parts and compressor substitution, the
functions of a charging station, and
warranty issues. We also talk about
what our distributors do—whether
they call on specialty OEMs, fleets, have
mobile service—so they understand
the business focus.”
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Field sales representative Mike Murdock conducts
regular training sessions for Red Dot’s staff of
in-house customer service personnel.

His goal is to help the customer
service representatives at Red Dot envi-
sion what the caller is seeing on the
other end of the line.

“Customer service can make or
break a sale, especially when products
are hard to differentiate in terms of
product quality or price,” Mike says. “If
we understand our product lines and
technical information really well, we're
going to be more efficient and timely
at getting you the answers to your
questions. And if we can save you time,
chances are, you'll call again.”

PRODUCT CORNER

Fresh Look for R-8545

We've given our R-8545 backwall
unit a fresh -
look with a
new ple-
num design
and control
panel with
soft-touch f,
knobs.
All four
louvers
provide
maximum
control over the air-
flow, including full shut-off capabil-
ity. We also added a Deutsch DT04-
3P. Pricing remains the same.
Models:

R-8545-12P Heater/Air Conditioner 12VDC
R-8545-12-24P Heater/Air Conditioner 24VDC
R-8545-13P Air Conditioner only 12VDC
R-8545-13-24P Air Conditioner only 24VDC

Slim Line/Stat-0-Seal Service Kit

This convenient seal kit includes all
s, of the specialty Stat-O-

b\ Seals used on Freightlin-

 er applications. The kit

* includes 35 individual

» seals and a high-flow

~  valve core remover/install-

er tool. 79R8950/RD-5-12676-0P.




Gauge It Right with

Red Dot’s Wiring Pocket Guide

ir and refrigerant aren’t the only
Athings that circulate through

the A/C system. A third element
needs to flow smoothly and unimped-
ed: electricity.

Most technicians start their electrical di-
agnostics with a check of the ground path.
A loose connection, corrosion, or fleck of
paint can create resistance. But sometimes
the issue is the ground wire itself.

“The ground wire is part of the
complete electrical circuit, just like the
power line,” says Frank Burrow, Red
Dot’s manager of product and war-
ranty support. “The longer the power
and ground wires, the more electri-
cal resistance it will have. If you're still
getting voltage drop after a thorough
inspection, make sure the ground wire
is the appropriate wire gauge size for

the length.”

To help you make that determina-
tion, Red Dot has created the Red Dot
Wiring Pocket Guide. The chart shows
the maximum wire length before 0.5
voltage drop occurs, as well as the volt-
age drop through various connectors.

Using the proper wiring gauge for
the length of run is a basic concept,
but it's easy to forget when you're in
the process of troubleshooting a sticky
electrical problem. “We put together
a simple guide that technicians and
customers can use to maximize com-
ponent life and promote proper HVAC
service,” Burrow says.

The Red Dot Wiring Pocket Guide is
available in electronic format so you
can quickly and easily print out as
many as you need. Contact your Red
Dot representative for more informa-
tion. Or if you're reading thison a

Wire Guide
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Maximum Wire Length for 0.5 Voltage Drop

*Include return wire length (i.e. ground path)
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Maximum wire length in feet [multiply by 0.3048 to convert to meters]

computer with an
internet connection,
click this link to
download the chart
as a PDF.
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AFTERMARKET REPRESENTATIVES

Norman Baker — 941-745-2929
Cell: 941-524-0602
NormanBaker@RedDotCorp.com

Jeff Engel — 630-655-3290
Cell: 630-235-1289
JeffEngel@RedDotCorp.com

Jimmy Graves — 205-681-9950
Cell: 205-901-4316
JimmyGraves@RedDotCorp.com

AFTERMARKET SERVICE

Bill Jewell - 206-574-6566
BillJewell@RedDotCorp.com

Craig Alexandre — 1-866-366-3811
6:30am - 3:15pm Monday - Friday
(raigAlexandre@RedDotCorp.com

Cindy Campbell — 1-888-846-7556
7:00am - 3:45pm Monday - Friday
(indyCampbell@RedDotCorp.com

Josh Fowler - 1-800-364-2696
7:30am - 4:15pm Monday - Friday
JoshFowler@RedDotCorp.com

Sean Kilpatrick — 1-800-364-9557
7:30am - 4:15pm Monday - Friday
SeanKilpatrick@RedDotCorp.com

Tammy Obermeit — 1-800-364-2716
7:45am - 4:30pm Monday - Friday
TammyObermeit@RedDotCorp.com

Adrienne Saunders - 1-800-364-2708
7:45am - 4:30pm Monday - Friday
AdrienneSaunders@RedDotCorp.com

Robb Morrison — 770-926-5333
Cell: 770-265-9943
RobbMorrison@RedDotCorp.com

Mike Murdock — 425-778-6828
Cell: 206-849-8809
MikeMurdock@RedDotCorp.com

Jim Slogar — 216-481-9161
Cell: 216-533-8208
JimSlogar@RedDotCorp.com

WARRANTY & PRODUCT SUPPORT

Frank Burrow

206-394-3501; 206-849-8816 (cell)
8 am—5 pm, Monday—Friday
FrankBurrow@RedDotCorp.com

Mark Williams

206-575-3840 x3339; 206-979-3763 (cell)
6:30 am—4:15pm, Monday—Thursday
6:30am—10:30am, Friday
MarkWilliams@RedDotCorp.com

Colleen Bowman, 206-575-3840, x3631
6:30am—5:15pm, Monday - Thursday
(olleenBowman@RedDotCorp.com

Ann Channer, 206-575-3840, x3632
6:30am—5:15pm, Monday—Thursday
AnnChanner@RedDotCorp.com

Mary Wolfe, 206-575-3840, x3633
6:30 am—5:15 pm, Monday—Thursday
MaryWolfe@RedDotCorp.com

All times are in the Pacific Time Zone



http://www.rdac.com/Wire_Selection_Reference_2008.pdf

