Air Control Products Case Study: Experience-Driven Profit and Recognition
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Air Control Products, an esteemed HVAC equipment wholesaler and recognized as a Top Workplace
Company, has successfully navigated the competitive landscape by focusing on experience-driven growth.
Their innovative approach to customer engagement and employee satisfaction has not only increased
profits but also solidified their reputation as a leader in the industry.

Challenge

Despite their accolades, Air Control Products sought to enhance their profit margins and deepen customer
relationships, all while ensuring the workplace remained dynamic and engaging for their staff.

Strategy

In 2021, the company embraced a Customer Experience (CX) methodology to revolutionize its business and
culture, focusing on:

1.Service Vision "Be the Solution Every Time": This became the guiding principle, driving the team to
understand better and anticipate customer needs.

2.FORD Methodology: To build better client relationships, they employed the FORD (Family, Occupation,
Recreation, Dreams) technique, encouraging employees to engage with customers personally.

3.Empowering Team: Employees were empowered to create exceptional customer experiences, fostering a
sense of ownership and pride in their work.

Outcomes

The focus on CX and service vision led to:

e Profit Margin Growth: The company enjoyed a 3.2% profit margin increase in 2023, resulting in an
approximate $1.67 million boost in annual revenue, despite a downtrend in sales figures.

¢ Client Relationship Strengthening: Through the FORD approach, employees connected with customers on
a deeper level, leading to improved satisfaction and loyalty.

* FORD Notepads: These became essential tools for employees, aiding them in gathering customer
intelligence and leveraging it to provide tailored solutions and foster lasting relationships.

Conclusion

Air Control Products' commitment to elevating the customer and employee experience has paid dividends,
both in terms of profit and industry standing. As a 2023 Weatherhead 100 recipient, they have proven that a
focus on people—be it customers or employees—can translate into substantial financial success.
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