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Jim’s Tips
Sometimes, it seems like life would be a lot simpler if we could
just go back to the good old days, when kids rode their bikes
down to the corner store for penny candy, Grandma’s
homemade ice cream was the biggest treat of summer, and
neighbors gathered in backyards for pot-luck cookouts. But
even though those days might be behind us, that doesn’t mean
you can’t provide your clients with good old-fashioned
customer service.

So how can you offer old-fashioned value in a modern world?
Here are a few things you can start doing today:

• Offer your customers preventive maintenance. That shows
them you want to keep in touch with them, and help them
keep their equipment in tip-top shape.

• Keep it clean. Show up to work dressed neatly and well
groomed, and make sure your vehicle is in good shape,
too. This will make your clients take notice, and you’ll feel
great about yourself, too.

• Always take the time to listen to your customers’ concerns.
e world today is pretty fast paced, so spending a few extra
moments getting to know your customers and fully
understanding their needs will show them you care about
more than your wallet.

• Go the extra mile. When you’re out on the job, wear
protective covering on your feet so you don’t track mud
and debris through the customer’s home. Throw out any
garbage, and bring a vacuum to suck up any dirt, dust, or
shavings you might have created.

• Last but not least, always use Factory Authorized Parts
when repairing your customers’ Carrier®, Bryant® or
Payne units. Your customers will thank you, because
F.A.P. products preserve the original manufacturer’s
warranty, preserve the original efficiency of the system,
preserve engineered sound requirements (for applicable
components such as motors), and meet rigorous factory
run life design specifications.

And Totaline believes in good old-fashioned value, too. Right
now, RCD-Totaline has made key Factory Authorized Parts
cooling components more affordable. Stop in to your local
Totaline sales center to find out more, and while you’re there,
make sure to ask about our FREE STUFF offers, too!

Jim Flynn
Totaline Marketing and Training Manager

James Flynn
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T.F. O’Brien & Co.
Remembers Past;
Grows Toward Future
When omas Francis O’Brien entered into the commercial
refrigeration repair business in 1934, the world was a much
different place. e United States was in the throes of the
Great Depression, and World War II was a distant rumbling
on the horizon. So how did one man build a business that, 76
years later, is still growing and still owned and operated by
the O’Brien family?

“My grandfather recognized that the cooling industry
was constantly evolving, and he was always willing to
venture into new technologies,” said Kerry O’Brien, co-
owner of T.F. O’Brien & Co. “He started in commercial
refrigeration, worked into residential, then appliances, and
eventually air conditioning.”

Kerry said that in the early days of the business, T.F.
O’Brien was a one-man operation. “In the beginning, it was
just my grandfather, and he was mostly making repairs to
commercial refrigeration systems.” Founded in the
Richmond Hills area of Queens, N.Y., T.F. O’Brien became a
Carrier dealer in 1955 and continued to expand from there.
Kerry said that the company moved to their present Hyde
Park location in 1968.

T.F. O’Brien is, in every way, a family company. “My
father grew up in the business,” Kerry said. “He entered the

Navy during WWII, and then went to college, but aerward
continued on with T.F. O’Brien.” Over the years, T.F. O’Brien
has evolved to become a full-service HVAC/R business,
offering both residential and commercial heating and
cooling. Kerry, who holds a degree in mechanical
engineering, currently owns the company with his brothers,
Chris and Tom. Presently, T.F. O’Brien employs 20 people,
owns a Reet of 12 service vehicles, and serves all of Queens,
Nassau and Suffolk counties.

Kerry said that he Qnds it interesting that in many ways,
the company has come full circle. “When my grandfather
started out, he was just one man making refrigeration
repairs. From there, we moved into construction, renovation
and new installation. As the HVAC/R industry grew and
progressed, we kind of fell away from maintenance.”

He said that over the past few years, largely due to the
changes in the economy and housing market, T.F. O’Brien is
once again in the preventive maintenance game. “In our
business, you need to go with the trends and be willing and
able to adapt to change. at mindset is what has helped us
stay in business for three generations,” Kerry said.

He also indicated that perhaps the greatest reason the
company has stayed in business for so long is because the
brothers O’Brien never compromise on quality. “We’ve been
selling Carrier® equipment since 1955 because we’ve always
believed in providing our customers with the best quality
products,” Kerry said. “We offered Puron® air conditioners
long before the push was on for environmentally safer coolant,
and we continuously look for new, innovative offerings, like
their high-efficiency duct-free split systems,” he said.

Kerry said his company earned its accreditation as a
Carrier Factory Authorized Dealer in 2004, an achievement
fewer than Qve percent of dealerships can claim. He feels that
this is due largely to the fact that his company offers
technicians and staff the best in training and certiQcation
programs. “e more our people know, the better it is for
our business and our customers,” he said.

Kerry also said that his company has long looked to
Totaline® sales centers to supply quality Factory Authorized
Parts. “When it comes time to make a repair, we want to
service a unit with quality replacement parts,” he said. “We
use F.A.P. because they help maintain Carrier quality.”

For Kerry and his brothers, T.F. O’Brien & Co. is much
more than a business – it’s the way his family maintains a strong
connection to the community. “My brothers and I grew up here.
My father grew up here. Our business grew up here,” Kerry said.
“We know the community and the people like no one else.”


