
A GUIDE TO

Virtual 
Customer Visits
REDEFINING THE CUSTOMER EXPERIENCE IN A 
TIME OF SOCIAL DISTANCING



TODAY ’S  CURRENT STATE

The continued spread of the novel coronavirus (COVID-19) worldwide 
poses an ongoing challenge regarding the best course of action to 
prevent further migration of the illness. Generac is taking the 
appropriate and available steps to minimize disruption or delay in 
providing our products and services to our customers & contractors.

We understand this pandemic poses a unique business challenge, as 
you try to keep moving forward while balancing consumer interest and 
keeping families protected.  

In this time where social distancing is recommended by the CDC, it is a 
challenge to conduct in-home customer visits.  In the following pages, 
we have outlined how to adapt virtual tools to help your business 
move forward.  

Should you have any questions, please do not hesitate to contact 
Generac or your local Generac Wholesale Partner to discuss sales 
strategies while maintaining safe, and healthy distancing.  
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Ensure your team is equipped with the necessary web-based 
programs to facilitate a virtual meeting with your customers.  

P R O G R A M S

Available programs include Skype, Zoom, Google Duo, and FaceTime.  

When deciding on which tool will suit your team, consider: 

• Ease of use
• Download requirements
• Customer interface

S E T  U P

Once you decide on which online tool fits your business, make sure 
the system is properly set up:

• Download & install on all computers and mobile devices utilized 
by your team

P R A C T I C E

Test the system to verify the program properly works on each device.  
Practice using the program and make sure everyone on your team 
knows how to connect internally and externally with customers.  
Learn how to:

• Set up meetings
• Send invites to the customer
• Connecting virtually 
• Starting the virtual meeting

WEB TOOLS
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https://www.skype.com/en/
https://www.zoom.us/
https://duo.google.com/about/
https://apps.apple.com/us/app/facetime/id1110145091


Create a virtual customer visit phone script or email template that 
emphasizes your desire to keep the consumer safe.  Click here to 
download an editable copy of the sample script/email.  

S A M P L E  S C R I P T/ E M A I L

Dear Valued Customer,

Through weathered times, we at __ business name__ have remained committed to our 
customers, employees, and communities. As we monitor the progress of the novel 
coronavirus (COVID-19), we are faced with the challenge of thwarting the spread of the 
illness. The health and safety of our customers, and team are our highest priority.  

Our team has implemented the following procedures to help prevent the spread of the 
virus.

• Service & Sales Appointments:
• We will still offer 24-hour response for your needs.  
• Our service technicians have been trained on safe sanitation practices and to 

maintain a safe distance based on CDC recommendations.
• Upon arrival, our team member will call the customer before approaching the 

home, and will show ID to verify they are with our company.  If the customer 
chooses not to answer the door, they can provide instructions on preferred 
entry point and work space. 

• A virtual tour of the home through Skype, FaceTime, Google Duo or Zoom can 
also be facilitated if the customer does not want our team entering their home.  

• Invoices and work orders will be emailed to the customer.  We can accept a 
signed scanned copy.  The customer may also provide a written authorization.  

Please be assured of our absolute commitment to take action to the best of our ability to 
reduce risks and impact. 

Regards,

Business Name

SET  A  SCRIPT
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https://www.dropbox.com/s/3d8ceu7fjcfihze/Customer Letter COVID19.docx?dl=0


R E S E A R C H  O N L I N E

Gather the information you need to have a successful call with the 
customer:

• Google Earth  
• Street View
• Local tax map for more exact lot size

VIRTUAL SALES PROCESS
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C A L L  Y O U R  C U S TO M E R

Call your customer and walk through the script you just created.  
Confirm whether or not you will be allowed to enter the home or if 
they would be open to a virtual customer visit.  If they would prefer a 
virtual customer visit, use the steps below to facilitate a web-based 
appointment.

• Verify they have Skype, Zoom, Google Duo or FaceTime on their 
phone, iPad, or computer.  Ask if they know how to use it. 

• If they do, send a meeting request via device.
• If not, provide customer directions for downloading 

Skype, Zoom, Google Duo or FaceTime.

• Confirm the date, time, and expectations for the virtual customer 
visit:

• Where they will need to go during the meeting (inside or 
outside).

• Confirm the team member’s name with the customer so 
that they know who to expect for the appointment.  

• List of appliances that you will need to look at during the 
meeting.

• Ask for as many pictures of the site(s) as possible from 
the homeowner to streamline the process and shorten 
the time needed to conduct the home consultation.  

• Confirm you have the pictures sent ahead of time.  

VIRTUAL SALES PROCESS
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M E E T I N G

PRIOR TO THE MEETING
• Test your connectivity & ensure the portal functions correctly prior 

to the virtual meeting. 

DURING THE MEETING
• Hold the meeting as scheduled and provide ID upon arrival (if 

consultation is on-site at the customer’s home).  
• Walk the customer through all of the items you need to see.
• Take as many pictures as possible to be included in the proposal.
• Be sure to make your face visible to the customer over the course 

of the virtual meeting to build the personal connection with the 
home owner.  

P R O P O S A L S

With all of your information, create your proposal and let the 
customer know the proposal will be sent to them within the next 24 
hours and a sales person will follow up with a phone call based on the 
customer’s availability.

VIRTUAL SALES PROCESS
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F O L L O W  U P  &  C L O S E  T H E  S A L E

Call the customer back and walk them through the proposal(s), 
payment options, and close the sale.  Provide the customer the 
option of electronic signature to accept the proposal.  

IF A VIRTUAL CUSTOMER VISIT IS NOT POSSIBLE

A virtual customer visit may not be possible for all customers.  In 
these cases, take the following steps:

PHOTOS

Provide a list of items that the customer should take a 
picture of. Customer will need to provide photos to establish 
placement of generator as well.  Instruct the customer to 
email the photos to you or upload to a Dropbox account.  

REQUIRED INFO

Walk the customer through the steps of requesting electric 
billing information for the past year to establish a size.  

FOLLOW UP

Create a proposal and schedule a follow up call with the 
customer to discuss the photos, billing information received, 
proposal, and possible generator placement.   

VIRTUAL SALES PROCESS
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