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About the Authors

Brian Bluff Eddie Bluff

The Bluff Brothers, Brian and Eddie, are the co-founders of Site-Seeker, Inc., a full-service,
digital marketing agency based in New Hartford, NY. They founded the company in 2003
after leaving ThomasNet and brought their more than 40 years of combined experience in
sales, strategy, and marketing. The brothers have a passion for building long-term
relationships with their partners and creating custom solutions for their clients which has

allowed them to grow their business into a success.

They've helped more than 500 businesses across a variety of industries (including HVACR
and Material Handling) grow their digital presence and have been keynote and session

speakers at 150+ conferences.

They wrote the following ebook to help HVACR distributors integrate their business into the
digital frontier. It was created from many tireless hours of interviewing, researching,
analyzing, and writing. Brian and Eddie look forward to your thoughts, feel free to contact
them at brianbluff@site-seeker.com or eddiebluff@site-seeker.com with feedback or

questions.
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When consumers need information about a new air conditioner or are looking for someone to fix

their furnace, they open their computer, tablet or mobile device and are quickly presented with
mountains of available information. Ideally, the consumer would be provided with a
comprehensive list of local contractors rated by other consumers who have used their service in
the past and left reviews. However, the reality is that the information they're presented is
incomplete. The vast majority of contractors are not found online and, when they are, often their
websites do not provide a valuable user experience with quality information. This leaves the

consumer frustrated and underserved.

Only about 10 percent of contractors have a strong online presence and provide information that
serves their audience well. These are the guys that “get it” and are receiving the lion’s share of
leads and business. We aim to help distributors grow through the definition and implementation of

a best-in-class marketing program that allows them to be the answer that consumers need.

This project would not have been possible without Emily Saving, Vice President of Services and
Operations at HARDI, and Lauren Roberts, Executive Vice President of CFM Distributors, Inc. The
two lent their support and introduced us to numerous HVACR suppliers and distributors, while also

directing us to existing industry research and case studies.

To start our research, we read Myths and Misperceptions: How Markets Are Really Made in HVACR,
by J. Michael Marks and Steve Diest. This book, a staple in the HYACR community, covers the role
and value that distribution plays in the supply chain.



We then engaged in interviews with 35 distributors and six
manufacturers. Those conversations focused on:

What they do to grow their business

Opportunities and challenges

What's working and what's not

How evolving technology affects their marketing efforts

Throughout the project, we kept HARDI members in the loop. We gave a preview of our findings at
the 2016 HARDI Annual Conference in Colorado Springs, and as a result, landed more interview
opportunities with interested members. Blog posts, video interviews, and articles were constantly
being produced and shared within the HVACR industry.

We produced seven marketing templates that we'll introduce throughout this eBook and make
available for your use. And, in an effort to define and present a comprehensive solution, we vetted
a dozen solution providers and evaluated their solutions. Our analysis of these solutions, for the

most part, will be covered in a second ebook set to be published in 2018.

We had an internal team of five assigned to the initiative. Collectively, we logged over 1,500 hours -
and counting - toward this effort. Thanks to our fantastic Project Manager, Melinda Aiken, we
stayed on task.

Thanks for your interest and for spending the time to review our work. We're passionate about this
project and are excited to help HVACR distributors grow. If you have input, disagree with our

findings, or would just like to discuss your experiences, give us a call at (315) 732-9281.

Happy Marketing!
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‘Massive Upheaval
There's a pretty massive upheaval going on in the HVACR industry. The source of this
upheaval shares a name with the world’s longest, highest-volume river - Amazon. While it's

virtually impossible for any of us to disrupt or totally stem its flow, we can all learn how to
compete with, or learn from, Amazon’s online presence and strategies.
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As contractors age-out and retire, younger ownership takes over, and the impacts are
many. One distributor told us, “Where there was always loyalty to the Territory Manager,
the sons and daughters taking over have a college education behind them, and are much
more business-focused and don't share those same loyalties.”
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To a younger contractor, the use of
technology is a given. They have smart
phones in their holster and are not afraid
to use them.
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“These young people
coming in are engaging
with Facebook and
Twitter and are much
more receptive to a
digital message and
digital tools.”

I

Another distributor recalled reading about
a prediction that by 2020, 50 percent of the
technicians would not have been working
in the industry prior to 2010. He said,
“these young people coming in are
engaging with Facebook and Twitter and
are much more receptive to a digital
message and digital tools.”
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We spoke with a local three-truck, second-
generation contractor owner in his mid-

— = 50s. He admitted that business is down
and he wanted us to help increase his online visibility. He's a really nice guy, but will tell you
that he has no clue about digital marketing and using technology.
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His son, Mark Jr., has an Electrical Engineering
degree from Rochester Institute of Technology and is
working in the business. Mark Jr. understands digital
technology because he grew up playing games,
taught himself how to write code and fully
understands the need to embrace digital marketing.
He told us,

“This business will be mine in 5
years and | don’t want to try to pick
up the pieces because I'm not sure
how many pieces will be left. I'll take
care of the old man, you help me
put together an effort to fix this and
get us some business.”

HVACR is a complex industry, and the position of the
middleman is challenging and changing. One
distributor feeling the heat said that two challenges
he is facing include pressure on prices due to online
competition and competition from factory stores. He
said, “they take chunks of our wallet from every
direction.”




Changing Consumer Habits

There are all sorts of HVYACR end-users. What we all have in common is that we are all
constantly plugged in. We read a wild (and a bit scary) claim that there are more cell phones
than toothbrushes.

Roughly 4 billion people
uge a mobile device.

We hope there’s a
brushing app for that!

And while we hope that is not true, it is true that we've become chained to and reliant upon
technology.

When our furnace breaks or when we want to upgrade our HVACR system, we reach for our
devices because we want to be informed and assured of our decision. All of this happens in a
fraction of the time it would take us to gather information from other sources. We live in a
world of personalization.

It is important to understand the specific needs, characteristics and habits of those you serve
regardless of their age, income level, culture, or where they live. They are all out there looking
for information. Your job is to educate prospects and provide information on their terms.
When we do that, we'll have a much better chance of doing business.


http://www.redmonddentistry.com/blog/5-fun-facts-toothbrushes/

If you haven't guessed, the way consumers source HVACR solutions has changed, too. Use
of the internet has increased, and use of other sources like relying on contractor advice,
recommendations from friends and family and yellow pages, have decreased. This may be

influenced by the influx of millennials in the housing market and the general, across-the-
board adoption of the internet by people of all age groups.

As Use Of the Internet Has Increase, Use Of Other Sources Of Information
Has Declined Since 2002
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Buyers of HVACR solutions can be broken into two groups:

1. Brand-first - choose the brand of product first and then
consider installation options

2. Contractor-first - choose a contractor first and then
consider brand options

Decision Analysts found that brand-first buyers use the internet
even more than contractor-first buyers.

e 77% of buyers that used the internet to conduct research

selected the brand that they ultimately purchased first
e 43% of internet users selected contractor first



https://www.decisionanalyst.com/syndicated/homecomfort/

What's this Mean to the HVACR

The internet is growing as Di)Srt:Einbutﬁfaion used in the sourcing of HVACR solutions;
and when the internet is used, the majority of people select the brand first. That means that
relying on contractors to steer the sale of equipment has become less effective. As access to
information has increased, the consumer now has the ability to self-educate and make
decisions, right or wrong, without the contractor.

Brand-First Buyers Use The Internet Even More Than Contractor-First Buyers

Sources Used To Gather Information About Purchase
By Selected Brand Or Contractor First (2016)

Friends, Family, Neighbors, & Co-Workers
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What should Manufacturers,
Distributors and Contractors do?

In general, there are two options.

1. Develop a plan to ensure that your brand receives maximum positive online exposure.

2. Develop an aggressive, concerted contractor first campaign. Create eBooks (like this
one), videos, paid advertising campaigns, landing pages, lead nurturing campaigns
(think smart email), etc., and place this information directly in the path of end users
searching for an HVACR solution. The aim of these campaigns should be to educate
consumers about the importance of selecting a good contractor and allowing them
to use their expertise to guide the selection of a solution.


https://www.decisionanalyst.com/syndicated/homecomfort/
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We believe that developing a plan to work both options is crucial. To do this though,
requires understanding your audience and what their concerns are and then
developing messaging and campaigns to address those information needs.

Think about buying a car online. Purchasing HVACR equipment is both similar and
different from the car-buying experience. It's similar because more and more people
conduct their research online. Consumers know what they're willing to pay, and if they
see a deal, they buy.

This situation is different, because an HVACR system requires the equipment, technical,
and installation expertise to be effective. When you buy a car, it's already built; the
systems are already properly sized and work efficiently together. The wild card in the
HVACR world is the building within which the equipment has to be installed and the
importance of the contractor in this scenario shouldn’t be overlooked.

For a distributor to seek out a bigger piece of the pie, they must play
to both sides of this issue.

1. Gain online exposure for brand related terms. From this
perspective, a distributor’s goal should be to capture traffic
for specific products and part numbers, but also equipment
related terms with geographically modified terms - i.e. “ABC
Brand furnace Syracuse, NY".

. Promote contractors. Distributors can promote contractors on
their own site as well as help to promote the contractor on
their site and other online platforms - i.e. review sites, local
listing sites, etc.

Further, since brand decisions are being made after brand information is consumed,
distributors and contractors should include brand specific content on their websites.

This seems logical. First find what you want to buy, then where (from whom) you want

to buy it.
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Leapfrog Marketing

Retaining contractor business is most distributors’ number one
goal; and significant growth potential exists when distributors
help their contractors grow. Since more and more end users
rely on information from the internet to guide their decision-
making process, distributors have an opportunity to leverage
the internet to grow their businesses.

Most people jump to the conclusion that to capitalize on this
opportunity, distributors should increase their own web
presence. This is true. However, we've found that distributors
can benefit by leaping over their customers - contractors - and
market to their customer’s customer, the end user.

We call this leapfrog marketing. By driving business to

contractors, which are largely loyal to the distributor, the
distributor sells more equipment.

Distributor (Mfg
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When it comes to providing marketing
support, distributors typically provide
traditional agency services including logo
design, brand and truck ID programs, direct
mail, monthly newsletters, email campaigns,
ad and billboard placement; but fewer
provide access to digital marketing services.
This needs to change.

Distributors admit their marketing support
efforts need to become more effective. Some
use 3rd party providers to help with
websites, search engine optimization and
search engine marketing, but only 10-20
percent of the contractors take advantage of
this. In some cases, less than 10 percent are
active online and the rest are not visible in
the search engines.

There is a critical gap and it is preventing
contractors and distributors from achieving
their best results. HVACR is an industry that has
not kept pace with technology and specifically
its place in the buying and selling process. On
the other hand, the world is online looking for
local contractors that can solve their problems
and contractors are largely invisible. When the
contractor can be found, the information they
provide is generally inadequate, doesn't provide
a good user experience, brands the contractor
poorly and leaves the consumer unsatisfied.

Despite everything that distributors do to
support the dealers, creating a strong and
engaging digital presence is not one of them.
Digital opportunities go to the small group of
contractors that get it. In the meantime, the
consumers are underserved and the vast
majority of contractors phones just don't ring
like they used to.




Distributors are very aware of the need to protect and
nurture the grassroots relationship that the contractor
network has sustained for generations. That is their
inherent advantage. At the same time though, Amazon
is eating into their business. This creates a situation
where distributors have one foot in the old world and
one foot in the new; distributors need to protect what
they've been building for generations and also position
themselves in a changing world.

I

It was interesting to hear distributors’ opinions about marketing
their business which stood in stark contrast to what most
practice. Here's what a few distributors had to say:

I
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“If we had the luxury of having a strong digital presence,
that would translate to business because we could direct the
consumer to the contractors. ”

“It's the Manufacturer’s website that’s supposed to direct
consumers to our customers but that’s not happening.”
“We've not focused on ecommerce, our website or marketing
our customers’ websites. If we had, we might be able to
grow our business.”

“We have to do a better job targeting information that is
sent out to our customers and strategically placing our
products in front of the people that use them.”

“Internet marketing has been ignored. We're not a
marketing company so we don’t know how to effectively find
new people or find business for our people.”




Site-Seeker's ROC Principle




We believe that all successful marketing

efforts start with the creation of a plan.
The ROC Principle is explained as follows:

“R"” represents a Roadmap and an effort of the complexity faced by HVACR
distributors certainly needs a Roadmap. Developing the Roadmap involves
auditing various online properties for current performance and identifying
assets as well as liabilities. The Roadmap encompasses competitive research
and ultimately the development of an integrated marketing plan that will
be consequently built and executed.

“0" represents the need for Ongoing online, and offline, efforts to provide
for continuous touch points with prospects, lead nurturing opportunities
and the messaging of valuable content to target audiences. A key focus for
this effort is the measurement of value (ROI), and specifically chasing this
value into the CRM where companies have a better opportunity to associate
value with orders.

“C"” is about the Customer and ensuring that all initiatives are closely
aligned with the needs of the target audience. This means that all web,
social, blog, email, video, and other offline content is written to identify
with the needs and/or pain points of established buyer personas. Buyer
personas are fictitious archetypes representing the common characteristics
of your most important customers, contractors, or if you are leapfrog
marketing, the end user.

Contact us: www.site-seeker.com/contact-us/



https://www.site-seeker.com/hardi/
http://www.site-seeker.com/contact-us/

Tactics

Increase Online Visibilit

When we think about moving more i
Xﬂ product into the hands of the end
E user, we need to think about
providing exposure and a valuable
— -~ user experience. This includes: \

e Contractors’' websites
e Distributors’ website
Manufacturer websites
e Review sites

Local listing sites




Ways to Increase Online Visibility

Display contact Information - phone, email, social icons
linking to your platforms.

Make sure that within every online website or platform,
distributors or contractors are prominently and accurately
displaying the appropriate contact information. We want to
make this information visible to the search engines and
people. As simple as this seems, a lot of the sites we looked
at could do a better job here.
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Include calls to action

Highlight the calls to action your customer personas value
most and you will provide a valuable user experience.
Examples include:

Emergency service phone number
Get a quote form or phone
Schedule service form or phone
Ask a tech live chat form or phone




An Honest Service You Can Depend On

Serving Syracuse and the Surrounding Areas

HOME HEATING AIR CONDITIONING

Sibver Series

Air Conditioners

An unbeatable combination of
value and refability, Siver Series
air conditioners feature Spine Fin™

Improve the Air in Your Home With Our A/C Experts

You'll know you're being treated fairly when you request a FREE estimate or sales
quote from Res-Com Heating & Air Conditioning, Owner, Steve Bush will provide you
with accurate information and answer any guestions you have about your new air
conditioning unit.

Be assured you're getting the right information and best price from our locally
owned and operated business. We'll repair you current air conditioning unit or install
a new one, Most of our equipment carries a 1-year warranty on labor and 10-years on
parts.

Qur employees are dependable, reliable, and honest

We install, maintain and repair your cooling unit. Add air purification filters to your
system so you will have the peace of mind that, yeu and your family are breathing in
the cleanest air possible.

Central air conditioning units

Air conditioning repairs

Air conditioning maintenance

Yearly maintenance of air conditioning units and furnaces

CONTACT 315-699-8434
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24 HR EMERGENCY SERVICE
315-699-8434




List specials and rebates

Everyone loves a deal, some more than others to be sure, but listing specials,
rebates and incentives within your or a contractor’s website increases search
engine visibility and causes more people to convert - call or fill out a form.

Rebates & Financing

Source: Red Barn Media Group contractor website highlighting a available tax credit incentives
and specials.

Google Organic Traffic - Jul 16'- Aug 17' Vs. Jul 15'-
Aug 16'

4000 B July 2016 - August 2017 l} July 2015 - August 2016

Mobile

Google Organic
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Check out the work we've done around you! 1737 Total Reviews

Air Conditioning Service, Repair and Installation
North Kansas City , Missouri

R - Meth ks one of the |eaing providers of alr coaditisning repair and air conditioning sarvice in North Kansas City , MO, ofering timedy solutinns to probiems retated
1o your air conditloning system. Dur HVAC technickans will coime 1o your rescia when yau wanl energancy AL sarvice of repalr, ar just need a kand with yeur

redidential or commercial cosling prabilems.

You' Il find we take our job serously and highly value the trust that is placed in us. B - Mech goes far beyond what others do by investing in the training and equipment
necessary to profect yaur home or family in North Kansas City , MO. Whether you have a central AG systom, Heal Pamp or Dictiess Min Spiit we are hera to help.
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Build out listings on review sites

Yelp, HomeAdvisor, Thumbtack and other review sites are used heavily by
consumers sourcing home service professionals. The quick answer to the
question “which sites should my contractors be listed on?” is all of them. An
equally valid answer is that it depends on which rank well in your area.

In the image below, you'll notice that the review site ranking on Google varies
depending on where the searcher is located.

Review sites - "HVAC contractors near me’

The 10 Best HVAC Repair Companies Near Me (with Free EStimates) Do oo o D i Lo g N el aincioc. ~

Reviews 00 Air conditoneng repain in Las Vegas, NV - Legacy Al infinily Heating And Cooling,
Fﬂ and within 2 hours my

hitps://www thumbteck com/Whvec-repsir-companies/near-me/
HEME (6 T G118 s bt sl MM AT ke i s e bt it 8 il oy, YILIF PN P
technician, Ti
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HomeAdvisor
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2. Angieslist i

Emergency | a . Costs ...

mereest 3 HomeAdvisor v merered 3. HOomeAdvisor oo

Residertial and -
Condibaning tors in Los Vegas. Nevada

e 4. Sears Home wworst 4 Thumbtack
15 Best Furt Services ) I:;L&E: 5. AngieS”St ieEaﬂmetes}

www homeadvl Here |a the def jd by your neighborood
Find the best fun

COMMSEEE you wil

Heating & Air

3NV

Ln! of the AC units. Need
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Central Air Conditioner Repair Services | Sears Home Services https://www.angieslist.com » Local Reviews » NV » Las Vegas *
https.//www searshomeservices. coim/repair hvac-ar-condiboner /central-air » Read real reviews and see ratings for Las Vegas HVAC Contracton mear you to help you pick the nght
Save 540 off paid HVAC repair or preventive maintenance LEARN MORE _ Window & Ponabie A/C ur  pro HVAC . This company offers services fikke auto repain, vac and ar duct cleaning ... Shop Offers
TRQUITE CAITY-IN Service through a local repalr from Lacal MVAL Contractars

When building out a contractor's review site presence or beginning an
initiative to increase the number of 5-star reviews, priority should be given to
those sites ranking highest in Google in the contractor's area of service. Don't
stop here though; rankings change and just because a review site has low
visibility today, doesn't mean the the site won't rank well in the future.




Build local search engine profile pages - Google My Business

In addition to being listed on review sites, every contractor and distributor can
benefit from a well-built Google My Business page and other local search
engine business listing pages - i.e. Yahoo! Local Works, and Bing Places for
Business.

Of course reviews play an important role here, too. In this screenshot, a Site-
Seeker client's Google My Business page saw over 12,000 views of its Google
My Business Page over a 90-day period. That included almost 9,000 views of its
listing within Google search results and nearly 4,000 views on Google Maps.

Where customers view your business on Google

The Google services that customers use to find your business
Last 90 days ~

Total views 12.6K

Listing on Search
B.B7TK

Listing on Maps
3.73K

Source: Site-Seeker client Google My Business page data.

Not many people have difficulty understanding how contractors benefit from
this Google My Business exposure. An end user has a need for a HVACR
service, goes to Google and searches for a provider in their local area. They are
returned a map filled with pins of local providers. They then read a bunch of
reviews and call a provider they recognize or another that catches their eye.

But how about the distributor? Can Google My Business help you? Absolutely!
Imagine a contractor working just slightly outside of their traditional area and
needing a part or piece of equipment. They pull out their phone, search for a
local distributor and up pops your listing. They click “call”, verify availability,
jump in their truck and drive to your location and buy the part. You've either
just landed a new customer or prevented an existing customer from buying
from a competitor.




Leverage the Power of Your Distributor Website(s)

A lot of what allows a website to rank well in the search engines organically
depends on the site’s power or authority. Power and authority come from a
number of factors, but in general most SEO professionals agree that the
number and quality of incoming links from other related websites site play a
primary role.

And because distributors generally attract links from powerful manufacturer
websites, they are more authoritative than contractor websites. This is not to
discount the importance of relevancy, rather to point out that in the fight for
ranking, the distributor website is a heavy weight, while the contractor is a
lightweight.

To demonstrate this point, we analyzed 15 distributor websites and 15
contractor websites. Distributor websites were selected from the list of
distributors interviewed throughout this effort. The contractor sites were
selected from a list provided by Google in response to a search for “HVACR
contractors Syracuse, NY".




Our analysis compared Trust Flow and Citation Flow.

Citation Flow is a number predicting how influential a URL
might be based on how many sites link to it. Trust Flow is a
number predicting how trustworthy a page is based on how

trustworthy sites tend to link to trustworthy neighbors.
Source: Search Engine Land

The higher Trust Flow and Citation Flow the more powerful the
website.

Trust Flow and Citation Flow - Distributor Vs. Contractor Websites
30.0

Distributor Websites o Contractor Websites
B TrustFlow [ Citation Flow

Site-Seeker analysis of 15 distributor websites and 15 contractor websites. Graph demonstrates that
distributor websites are more powerful and therefore have a greater opportunity to rank in the search
engines for more competitive keywords.



https://searchengineland.com/majestic-seo-announces-new-link-metrics-trust-flow-citation-flow-121230



