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Massachusetts Climate Careers: Powering the Future

Climate Hero Spotlight: 
Sales and Customer Service Workers

Presenter Notes
Presentation Notes
Today, we’ll explore how sales and customer service workers are essential in advancing clean energy solutions. They help people make informed choices about climate-friendly technologies.These workers help educate and support customers through the decision-making process.



| 2

Understand Your Customers

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers

Rooftop solar panels New geothermal heat pump EV charging station

Opening Activity

Presenter Notes
Presentation Notes
Activity objective: Encourage students to recognize the scope of questions and challenges that customer service workers help customers navigate while making decisions about home clean energy solutions. Help students understand how these workers must help tailor customer responses and solutions since these technologies will not be one-size-fits-all.Background: By now, you have learned a little bit about many climate technologies and possible solutions. How much have you considered people's questions and concerns about these solutions?Instructions:Ask students to get into pairs. Together, partners will follow this prompt: Imagine you’re a customer service worker helping customers decide whether to invest in possible upgrades for their home: Installing solar panels, Replacing their HVAC system with a new heat pump connected to a geothermal network or Installing an EV charging station for their new car in the garage.Pairs should spend about one minute discussing each of these solutions (three minutes total):Consider what questions or concerns this customer might have when learning about solar power, geothermal, or EVs.Think about all phases of these solutions, including installation, cost, maintenance, impact on emissions, and resilience or reliability.After about three minutes in pairs, ask students to share one or two common questions they discussed, setting up the importance of customer service roles in addressing these questions and educating consumers.
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Today’s Agenda

● The Big Question and My Climate Goals

● Sales and Customer Service Roles

● Climate Watch and Discussion

● Solving Customer Challenges

● Key Takeaways and Closing

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers

Presenter Notes
Presentation Notes
Review the agenda and give students a clear idea of what to expect from today’s class.
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How do sales and customer service 
workers contribute to individuals 
and companies participating in 
climate solutions?

The Big Question

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers
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My Climate Goals

55

When you complete this lesson, you’ll be able to:

1. Understand the role of sales and customer service workers in promoting 
clean energy.

2. Recognize barriers to change and how these workers help overcome them.

3. Identify the skills, training, and experiences needed for these careers.

4. Discuss which aspects of these careers align with personal interests and skills.

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers

Presenter Notes
Presentation Notes
Review each goal with students.Emphasize that sales and customer service workers are key to helping people understand and access clean energy solutions.Clean energy is an industry that expands and changes rapidly. These roles are essential to ensuring that people receive accurate and up-to-date information and can make informed decisions about what solutions are best for them and their community.
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Example Sales Roles
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Sales consultant

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers

Technical sales specialist

Business development 
representative

Presenter Notes
Presentation Notes
Let’s look at some examples of specific jobs within clean energy sales and customer service.These roles all contribute to adopting clean energy technologies in different ways.Each role requires unique skills and expertise, but they all share a common goal: helping people transition to cleaner, more sustainable energy solutions.Provide brief explanations of each role, or ask students to share their ideas and fill in the blanks:Sales consultants work one-on-one with customers to determine which clean energy solutions best meet their needs, educate them on the benefits, and make personalized recommendations.Technical sales specialist: With more profound technical knowledge, technical sales specialists explain advanced products such as solar panels or heat pumps and often handle more complex customer questions.Business development representatives identify potential new clients or businesses and introduce them to the clean energy market by providing them with initial information and presenting options.
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Example Customer 
Service Roles
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Customer service 
representative

Energy efficiency advisor

Account manager

Presenter Notes
Presentation Notes
Customer service representative: Often the first point of contact, they answer questions and guide customers through options, helping them understand available products and services.Energy efficiency advisor: Advisors conduct assessments and make energy-saving recommendations, helping customers identify where they can be more efficient.Account manager: Account managers keep in touch with existing clients, helping them stay satisfied with products and addressing any needs or issues as they arise.
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Sales and Customer Service Workers
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Educate the 
customer.

Answer questions 
and address 
concerns.

Help customers 
make the best 

decision for them. Assist with 
logistics and 
applications.

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers

Presenter Notes
Presentation Notes
Sales and customer service workers help people make informed choices.They guide customers through their journey, shown here:First, the customer expresses interest. They could be interested in a specific solution, such as solar panels, or they could be interested in finding a solution to a specific problem. For example, they want to improve the energy efficiency of their home.The sales or customer service worker then educates the customer about the clean energy technologies that are relevant to their needs.They address any concerns or questions.They help the customer make a decision and purchase the solution they believe will work best for them.They continue supporting customers and advocating for them through the installation process.These workers are crucial for translating complex terminology into understandable information for customers, which makes deciding between technologies and adopting new technologies easier.
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Help With Access
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• Education on incentive programs
• Assistance with applications
• Scheduling and coordination

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers

Presenter Notes
Presentation Notes
Customer service roles in clean energy often involve more than explaining products; they also help customers take advantage of financial benefits that make clean energy solutions more affordable.These workers bridge the gap between customers and available programs by explaining, assisting with paperwork, and coordinating services:Sales and customer service workers educate potential customers on financial incentives such as rebates, utility programs, tax credits, and government grants they may be eligible for.These roles need to be knowledgeable about financial incentives like these.They assist with completing paperwork and applications to help customers qualify for free or reduced-cost services.They help customers schedule assessments and coordinate services to make the process easier.This could include booking assessments, installations, or service calls.Incentives are important to clean energy goals because they make clean energy more accessible for more people.They help reduce the cost, which can be a barrier for many customers.Examples of incentives are rebates for solar installations, tax credits for energy-saving upgrades to your home, and utility programs that provide free services to qualifying customers.
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Common Barriers to Clean Energy Adoption
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Knowledge
Misunderstandings or skepticism about new technology

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers

Financial
Upfront cost and concerns about long-term savings

Convenience
Adjustments to new systems and ways of doing things

Presenter Notes
Presentation Notes
Clean energy solutions are usually significant investments with long-term payoffs. Sales and customer service workers partner with potential customers to determine whether certain technologies and solutions are worth that investment for a customer or whether there is a better fit.Customers will ask about all kinds of things and raise all sorts of concerns.There are three common categories of concerns that people have about clean energy or barriers preventing people from investing in clean energy solutions:Knowledge: People misunderstand or are skeptical about the technology; they may be unsure whether it will work for them, their location, or its reliability.Financial: People are concerned about the upfront cost of transitioning their homes away from fossil fuels or installing solar systems and EV chargers. They also have questions about the long-term savings of these technologies and when they will start to see those payoffs.Convenience: Change can be uncomfortable and disruptive. People want to know how they will adjust to using these new technologies, how they will affect their daily lives, and how they will interact with the other systems they use in their homes or businesses.Ask students why they think people might hesitate to adopt new technologies and relate this to common experiences, such as buying a new cell phone.Highlight that sales and customer service workers provide trusted information that helps people overcome these barriers.
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Skills and Knowledge
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• Strong communication and people skills
• Phone skills
• Organization and attention to detail
• Ability to simplify complex information
• Familiarity with clean energy products 

and technology
• Continuous learning to stay updated on 

innovations
• Bilingual ability is a plus!

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers

Presenter Notes
Presentation Notes
Lots of different kinds of people can be successful in sales and customer service roles, but the following are the key skills you need to be successful:Strong communication and people skills—your whole job will be about people!The ability to simplify complex information and help others understand it is essential.You need to be familiar with clean energy products and technologies.You’ll want to have a learning mindset and be someone who enjoys staying up to speed on the latest innovations in clean energy tech; you’ll undoubtedly have customers asking you about something they’ve seen on the news recently or curious about the newest advancement. Therefore, you want to be able to speak about how it relates (or does not) to the solution you’d recommend for them.Emphasize that a sales or customer service career can begin with strong communication skills, and students can continue to receive specialized training on clean energy technologies through the job itself.
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Education and Training
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● Approximately 50 percent of current 
sales and customer service workers in 
Massachusetts have a college degree.

● People with strong skills and a 
willingness to learn can receive on-the-
job training with no formal education.

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers



|

Wages in 
Massachusetts

13

● Customer service workers 
earn between $18/hour and 
$29/hour, with median rates 
of $23/hour.

● Sales workers for clean energy 
earn between $29/hour and 
$59/hour, with a median rate 
of $42/hour.

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers

Presenter Notes
Presentation Notes
Wages are according to the 2023 Massachusetts Clean Energy Workforce Needs Assessment report. 
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Courtesy XXXXXX

Climate Watch: Video

Lesson 12: Climate Hero Spotlight: Engineers
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Climate Watch 
Discussion

1. What skills or expertise do you 
think are important for a Sales or 
Customer Service representative 
to have?

2. What is one thing you found 
surprising from the video?

Lesson 12: Climate Hero Spotlight: Engineers

Presenter Notes
Presentation Notes
Share what you learned from the video, and listen to your classmates’ perspectives. Here are a few thoughts to get you rolling.
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Sell Your Solution!
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A customer has expressed interest in a clean energy solution!
As a group, you must:

1. Review the customer profile.
2. Develop a one-minute pitch for how your solution could benefit 

them.
3. Identify one or two potential questions or concerns the customer 

might have and prepare how to address them.
4. Present your plan to the class.

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers

Presenter Notes
Presentation Notes
Activity Objective: Students will practice understanding and addressing customer concerns and needs to prepare an appropriate solution and provide education. Instructions:Divide the class into four groups, and assign each group one of four customer profiles from their worksheets:Anna: a homeowner interested in saving on energy bills but concerned about high upfront costs (solar)David: a small business owner in a coastal area who is interested in sustainable energy but unsure about the reliability of offshore wind (offshore wind)Maria: a city planner looking into geothermal networks for a new community project but worried about community pushback (geothermal networks)Kevin: a school principal interested in energy-efficient upgrades but concerned about disruptions to school operations during installation (energy-efficient building upgrades)Working in their groups, students willReview the customer profile and discuss the specific needs, interests, and concerns of their assigned customerDevelop a one-minute pitch (explanation) for how their clean technology could benefit this customer, tailored to the customer’s profileIdentify one or two potential questions or concerns this customer might have and prepare how to address themPresent their pitch to the class, including a brief explanation of how their tech meets the customer’s needs and an outline of the anticipated questions/concerns and how they’d address them.
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Activity Debrief
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• How did you adapt your pitch to 
be specific to your customer?

• Could your explanation help 
customers feel more 
comfortable or confident about 
adopting this new technology?

• What career skills did you 
practice in this activity?

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers

Presenter Notes
Presentation Notes
Presentations and debrief:How did you adapt your pitch to be specific to your customer?Help students reflect on the importance of tailoring communication to meet customer needs and concerns.Encourage students to share how they adapted their pitch to be customer-centered.Could your explanation help customers feel more comfortable or confident about adopting this new technology?What career skills did you practice in this activity?Encourage students to consider how these roles require empathy, clear communication, and problem-solving skills.Emphasize that well-informed and supportive communication helps drive clean energy adoption.
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● Sales and customer service roles 
are essential for the adoption of 
clean energy.

● These professionals help overcome 
common barriers through 
education.

● Communication, problem-solving, 
and adaptability are crucial skills in 
this field.

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers

Key Points

Presenter Notes
Presentation Notes
Review each point, emphasizing the impact of sales and customer service workers on climate goals and community engagement and education.
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1. “Why are solar panels so 
expensive, anyway?”

2. “I don’t understand how 
offshore wind is any better for 
the environment than offshore 
drilling.”

How would you respond…

Closing Activity

Lesson 17. Climate Hero Spotlight: Sales and Customer Service Workers

Presenter Notes
Presentation Notes
Imagine you mention this class to a friend or a family member. Maybe they’re curious about what you’ve learned or have questions about clean energy.How would you respond to either this question or this statement? Remember, the goal is to explain the benefits of these technologies clearly and simply that is easy for someone to understand, even if they don’t know anything about climate science!
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