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CASE STUDY 
Nice Heating & Air is a small business ahead of the 
curve. Always data-driven and forward-thinking, they 
needed a way to better engage customers on their 
website and modernize their appointment booking 
process. Working in a high-competition area, they are 
also always striving to set themselves apart in the 
market.

OPPORTUNITY

Nice Heating & Air has partnered with Schedule 
Engine to customize and personalize these services 
to meet their business needs. As a ServiceTitan 
leader, they relied on a seamless integration to 
continue to drive efficiency in their busy CSR team. As 
they transitioned to Nexstar preference scheduling, 
they worked with Schedule Engine to incorporate 
these guidelines into their scheduler. 

STRATEGY

Nice Heating & Air estimates that a typical appointment 
takes 8 minutes of CSR time, so online bookings are 
driving efficiencies and time savings for their team by 
collecting the same information without taking up the 
time of their CSRs.

RESULT

HVAC 7 Service Techs Booking & Chat
Nexstar Member
ServiceTitan user

32% 49% 5x

Of bookings through 
Schedule Engine are with net 

new customers

Of bookings come afterhours, 
when Nice CSRs are off-duty

ROI, based on estimated gross 
ticket value and monthly 

Schedule Engine rate

“We celebrate every time we get [an online 
booking]. We like the layout, we like how it comes 
in [to ServiceTitan], it saves us time on the phone. 
We get excited every time we get one!”



Reliable Heating & Air Is the Nation’s #1 Trane Dealer

Lea Anne Roberts
Director of Marketing 
and Call Centers

CASE STUDY
Reliable Heating & Air realized that homeowners wanted a 
more convenient way to schedule repair and service work. 
They also wanted to drive high quality leads to the business 
by converting web visitors into actual booked appointments.

Reliable saw an opportunity to consolidate the technology 
tools that they used to power customer acquisition and lead 
conversions in order to continue providing superior 
customer service through the website and scheduling 
experience.

OPPORTUNITY

After 2 years of focusing on lead generation through 
webforms, Reliable Heating & Air realized the need to 
improve lead quality. Customers expected a confirmed 
appointment after filling out the webform, which wasn’t 
happening because it wasn’t tied to real-time service 
availability. Schedule Engine eliminates this issue by 
converting leads to actual appointments.

STRATEGY

By integrating Schedule Engine on its website, Reliable 
Heating & Air created a clear CX journey that allowed 
customers to easily find what they want — booking an 
appointment — therefore generating more business.

RESULT

Plumbing, Electric 
& HVAC

300+ 
Technicians

Schedule Engine 
Booking

Trane Dealer
ESC User

20% 140+ 20%

Schedule Engine jobs for 
high-value sales 

appointments

CSR hours saved and 
repurposed to high value 

activity (Q1 2020)

Total booking jobs came 
through Schedule Engine in 

Q2 2020

Schedule Engine has provided our customers with 
an easy way to book an online appointment on 
our website that seamlessly integrates with our 
dispatch software. 



A CONTRACTOR BOOKING 
EXPERIENCE HOMEOWNERS
RAVE ABOUT

Just like shopping on Amazon 

or ordering from your favorite 

restaurant online, give your customers 

the booking experience they expect & 

avoid playing phone-tag.

INTELLIGENT ONLINE 
SELF-SERVICE BOOKING

O�er 24/7 live chat support for 

customers looking to book or 

reschedule on your website. 

Our agents can also provide expert 

information over the website chat 

interface.

24/7 CHAT SUPPORT

Virtually connect with field technicians for 

diagnostic and repair service. With remote 

consultations, diagnose and troubleshoot 

through photo uploads and live video chat 

to reduce anxiety around home visits for 

customers.

REMOTE ASSIST

Schedule Engine was created to modernize customer experience in 

home services. Until now, contractors have had no way of providing 

their customers with the sort of simple, convenient and informative 

experience that so many other industries have provided for some 

time now. As the first and only all-in-one customer support solution 

built for contractors, by contractors, Schedule Engine ensures your 

customers receive a best-in-class, personalized experience.

SCHEDULEENGINE.COM
L E A R N  M O R E  A T

of total bookings are flowing 
through Schedule Engine

Incredible CSR time savings lift, 
as no confirmation calls are 

required

20% - 30%

This takes the industry standard of 
leads kept "lukewarm" to a booked 

appointment, which stops the homeowner 
from searching for option 2

of Schedule Engine bookings 
come in after hours

40% - 50%

Multiplier impacts to marketing 
investment to drive down Customer 

Acquisition Cost

of bookings on average are 
Net New Customers

30% - 40%
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