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If you’re reading this, you probably already know the 

answer: the HVAC industry is not immune.

Nobody likes a hassle. Tedious phone calls, faxes, long 

quote processes and uncertainty about whether a 

product is in-stock or when it will arrive are all hassles 

that can be avoided with a modern digital infrastructure.

Customers will choose to do business with the 

merchant who provides the easiest and most helpful  

interactions, regardless of established business 

relationships.

In today’s (and tomorrow’s) economy, digital tools 

simplify customers’ lives, helping to strengthen current 

relationships while also expanding market share. 

Going digital and mobile - easier said than done? 

HVAC is a well-established sector with companies who 

have been around for decades. Inevitably, new 

technologies, platforms, digital interactions and a new 

generation of technicians and end users require changes 

to how you operate. 

So how can you modernize your operations and delight 

your customers?

Read on for proven ways to protect your customer 
relationships and examples of 3 HVAC merchants who are 
doing it right now!

Is the HVAC 
Industry Immune 
to Digital Change?
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Non-transactional site. Customers want to make a 

purchase. But the website is not transactional. At best this 

slows down their purchasing process, at worst it pushes 

them toward another merchant. 

Hard to find products. A customer needs an 

evaporator coil but the website’s search filters only show 

a handful of best selling items and fail to suggest 

substitution products if a product is out of stock. 

Minimal product information: The products have no 

pictures, minimal specs and/or no PDF technical documents. 

Customers leave the site to find valuable information such as 

wiring/connection diagrams or programming instructions. 

Bad design and User Experience (UX). The design 

looks like a throwback to the ‘90s and the user runs into dead 

ends or is jarringly sent onto another website. Plus, the 

technician on the roof can’t read the tiny text on mobile.

Losing high-margin sales: Customers buy large HVAC units. 

But for higher margin items like pumps, PVC tubing, plenums, 

ductwork, etc., they shop elsewhere (places where fitment, 

inventory, specs and visuals seem more trustworthy / convenient).

Lots of back and forth. Checking product availability, agreeing to 

or rejecting quotes, looking at warranties, and receiving delivery 

updates: sales reps do everything by phone. There is no centralized way 

to track, measure, understand or improve these exchanges. 

6 Signs Your Custom/Current HVAC 
Website is Costing You Sales

Do any of these points sound familiar?
3

HVAC + ECOMMERCE WHITE PAPER: BRIDGING THE DIGITAL GAP

For #5, feedback from Patrick: Not 
presenting accurate inventory 
information and expected delivery 
date seems to be a more important 
aspect for this industry that we are 
trying to address during each 
implementation.

RSL and B-Y suggest 
replacements for discontinued 
products. DCNE will suggest a 
substitution for OOS products 
starting next week. 



One generation of technicians 
may never use your site or app. 
Ever. 

The other generation is 
digitally-savvy and mobile-first.

The digital shift is not about 
choosing one of these two; it’s 
about serving both generations 
better, faster and more 
profitably. 

It’s about relationships.

It’s not “EITHER/OR”, 
it’s “AND” 
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Where to Begin and/or 
What Are Your Next Steps?

If you are already

selling online,
win with a hassle-free eCommerce 

experience coupled with in-depth 

product information.

With your physical 

branch(es),
blend the customer’s online and 

in-store experience with shared 

inventory, logistics and 

fulfillment. 

Gold standard: borrow 

plays from Amazon’s book
by matching Amazon’s ease of use. 

Then go farther by creating better 

product content to show you are 

the authoritative resource in your 

industry.

As you work with licensed 

HVAC contractors,
turbocharge your sales team with 

the help of online channels, 

including an integrated mobile 
strategy. 
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HVAC: The 8 Most Important Elements 
an eCommerce Platform Should Offer
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In retail, conducting price and inventory 

calls from your ERP once a day will likely 

be sufficient.

In B2B, customer-specific pricing requires 

live pricing and inventory calls to the ERP. 

You are dealing with customer-specific 

rules, custom catalogs, requests to view 

order history, tier pricing, cart to quote, 

payment on account and more! This means 

more complexity from an integration 

standpoint. Choose an eCommerce 

platform that facilitates tight ERP 

integration. 

For B2B, your site needs to: 

● identify your customers by 

associating them to a location or 

business entity

● accommodate the roles and 

privileges in the customer’s 

workflow

● display personalized content with 

customer-specific pricing, product 

mix, and relevant terms. 

As most B2C platforms cannot support 

these fundamental requirements, make sure 

the platform you choose is optimized for 

B2B, preferably with a customer portal that 

displays transactional information like open 

invoices, service tickets, order history, credit 

information, warranty information, shipping 

confirmations and more ... 

You know this better than anyone: fitment 

data is not negligible. So while most 

eCommerce platforms can handle pictures, 

descriptions, etc. you will need a platform that 

is made to handle a significantly larger amount 

of data.
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Choose an eCommerce platform with a 

multi-faceted search engine that creates 

synonyms and finds products based on 

alternate product names, industry jargon 

and SKUs. Your site should also associate 

products and recommendations quickly 

based on previous customer selections and 

order history.

Intuitive navigation has a big impact on your 

customers’ shopping experience. If someone 

selects a Carrier WeatherMakerⓇ 48A, the 

navigation needs to then  filter products by this 

model and continue filtering when the customer 

navigates to other product categories. A 

make-model-year sticky can save the customer 

the hassle of being asked to input the same 

information over and over again.

More than ever, people are making purchases 

on their mobile devices. This is the case in B2C 

and increasingly in B2B. Think about your 

customer segments and how you can make their 

lives easier through mobile.

The platform’s job is to increase your sales reps’ 

ability to cover accounts. The platform should 

not compete with them. Instead, choose a site 

that helps reps or managers: 

● show customers new products (maybe 

by using a tablet or an in-store desktop) 

and answer their questions thanks to 

rich product information 

● process “requests for quote” 

● intervene and assist clients with 

complex configurations 

● access inventory and location 

information and provide transparency 

on pickup or delivery options. 

The faster the site’s loading speed,

the better your conversion rate.

Need we say more?



Omnichannel 
at its finest: B-Y 
creates a convenient 
and cohesive client 
journey across 
touchpoints.
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These developments have reduced B-Y 
employees’ workload and increased 
customer satisfaction. 

100+ training opportunities, technical 
resources and access to relevant content 
and monthly specials has helped B-Y build a 
community of buyers who turn to B-Y for 
support.

By prioritizing omnichannel and focusing on 
content, Behler-Young has positioned itself 
as a digital leader in their market and 
beyond. 

Behler-Young worked with Absolunet to 
build a new commerce experience on the 
Episerver B2B Commerce Cloud by Insite: 
www.behler-young.com

The digital shift: 

B-Y customers now order products, create 
lists, cross-reference their order history with 
their invoices and sign up for trainings - all in 
the same place

Instead of doing things over the phone, B-Y 
customers can access order history and 
manage invoices and accounts 24/7. 

A 3rd generation family-owned 

business, Behler-Young operates 

18 branches and 2 distribution 

centers in MI and OH.  

CLIENT
SPOTLIGHT
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during the workshop, the main 
aspect was their techtips and tools 
section !

We also want to reduce the 
number of calls to the customer 
services by displaying the data 
directly on the website.

http://www.behler-young.com
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Customers on-the-go can access: 

● eCommerce and quick order forms
● Locations near me
● Click-to-call and click-to-text
● Document access 
● Stock check
● Product search
● 24/7 support
● Training and events
● Technical Tips
● Promotions

Why associates likes it

B-Y associates can see who is using their app 
at all times, with information on when and 
where. They can keep in touch with 
customers by texting company news, 
promotions, training opportunities and 
more. 

Why customers love it

Customers can quickly check inventory, 
request a product quote, place an order, 
schedule a pickup or delivery and even 
troubleshoot problems by texting pictures 
directly to the Behler-Young branches. 

Behler-Young’s app leverages their 

site content and capability in an easy 

to use mobile app.

Behler-Young’s 
Mobile App is a 
Technician-Friendly 
Extension of the Site.
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CLIENT
SPOTLIGHT



Choosing a partner and a platform 
are parts of the puzzle. Equally 
important to the commerce engine 
is the product information you 
input. In the same way that HVAC 
parts get manufactured, information 
about those parts also needs to be 
“manufactured.”

Incomplete product information? 
Potential customers won’t buy from 
you in the first place. 

Incorrect product information? 
Your reliability and image will suffer. 
Plus you’ll have more returned parts 
and angry customers.

Product Information: Your 
Competitive Advantage
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A competitive advantage 
won’t come with basic product 
information that others 
already access. You will need 
to enrich your product 
information to make it shine.

Risk: Shadow repositories 

As this product information continuously 

gets created and enriched, is it stored and 

updated in a central location? We often  see 

companies trying to solve product 

information issues in different ways across 

departments. This creates shadow 

repositories that are not in sync, which is a 

long term nightmare and prevents you from 

linking products that, for example, might be 

sold together but come from two different 

suppliers. 

Risk: Working in silos? 

50,000 SKUS becomes 200,000!

Your data may be getting inputted 3, 4, 5 

times. This theoretically transforms 50,000 

SKUs into 200,000 SKUs as your people are 

touching the same product information 

multiple times in multiple places, increasing 

the likelihood that it gets out of sync.

Can you handle all of this product information 

without a modern infrastructure designed for 

just this purpose? Maybe. 

Should you? Maybe not.

How do you know if you need a Product 

Information Management (PIM) solution? 

Well, if you have:

● a large # of SKUs,

● lots of product types,

● various channels,

● multiple languages, 

● a complex product lifecycle 

workflow and product lifetime,

● and sales in multiple divisions, 

locations and marketplaces

Consider a comprehensive strategy that 
encompasses modern technology and 
human resources. If you you don’t have the 
capacity to handle product enrichment, 
partner with an outside company.

Without modern toolsets and 
a disciplined approach, your 
product information issues 
will not fix themselves. 

HVAC: Getting Your Product 
Information Under Control
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● Salespeople and customers save time 
through a modern quote management 
dashboard.  

● Online Promotions have contributed 
significantly to DCNE’s revenue. 

● “Other People Have Bought”: helpful 
recommendations of associated products 
are shown during checkout. 

● Notifications are sent automatically when 
an order has left the warehouse. 

● Customers can choose the closest 
warehouse to pick up orders.

● The customer portal is a one-stop-shop for 
the majority of interactions.

DCNE doubled digital revenue in year 

1 of their digital transformation.

The New England distributor of Carrier 
equipment and parts leveraged Episerver for 
their eCommerce platform, inRiver for 
Product Information Management and 
Absolunet. So why the Amazon comparison? 
DCNE’s site search tool is among the best in 
the industry. Quote management and online 
promotions have contributed significantly to 
their customer experience and growth.

The shift to digital: 

● Every piece of large equipment and all the 
tools and parts (including items that must be 
backordered) are listed and available for 
purchase. 

The “Amazon of 
HVAC” 
- Supply House Times 

The official 
publication of the 
American Supply 
Association.

CLIENT
SPOTLIGHT
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https://www.supplyht.com/articles/101930-jim-wheeler-do-you-want-to-be-an-amazon


RSL answered the question “where do we 
start?!” on the road to full digital capability.

As a leader in the HVAC/R segment with 
stellar customer service, a high inventory 
level and wide product range, RSL has 
developed strong customer relationships. 

But as a late digital adopter with no 
transactional website, RSL was faced with a 
digitally-evolving competitive landscape. 

So RSL invested in an eBusiness Plan to 
make sure their investment roadmap was 
realistic. 

Phase 1 in their roadmap for digital 
transformation begins with a transactional 
platform that will answer the needs of 
customers and internal teams. 

In Phase 2, the platform will evolve to grow 
business by bringing additional value to key 
customers and internal teams. 

The eBP process, conducted by Absolunet, 
has helped RSL prioritize, advance, and 
build on successes.  

A wholesale distributor of equipment 

and parts, Refrigerative Supply 

Limited serves Western Canada 

through 15 branches. 
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Western Canada’s 
refrigeration leader 
uses eBusiness Plan 
to develop an 
ROI-focused roadmap.
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CLIENT
SPOTLIGHT



CONCLUSION

Choose 
Experienced 
Partners Who 
Understand 
HVAC

You Need a Platform and a 
Partner Who Understands 
Your Reality 

Absolunet and Episerver B2B 
Commerce Cloud by Insite have one of 
the highest levels of experience with 
successful HVAC digital 
transformations in North America.

Episerver B2B Commerce Cloud by Insite 
specializes in industrial distribution; 15% of 
their customers are in HVAC, plumbing and 
heating. Episerver has developed robust, 
built-in B2B features that simplify your 
complex HVAC challenges. 
 
Absolunet is an agency that is 100% focused 
on eCommerce. We work with you to align 
your vision with the modern digital 
infrastructure that makes that vision 
actionable. 

What next?

To create a strong eCommerce strategy, you 
need an engine to run it. Episerver’s B2B 
Commerce Cloud by Insite platform is built 
specifically for the complexities of B2B. 
Drive efficiencies, increase revenue and 
create meaningful experiences with a 
leading eCommerce platform, validated by 
analysts. Learn more at 
https://www.episerver.com/products/b2b-c
ommerce-cloud.

Talk to the Absolunet team about your 
business reality, objectives, concerns and 
your next steps.
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https://www.episerver.com/products/b2b-commerce-cloud
https://www.episerver.com/products/b2b-commerce-cloud


Absolunet helps brands and merchants bridge the 
gap between how they sell today and how their 
customers buy in the digital economy. 

To leverage our extensive eCommerce and digital 
experience with the HVAC industry, get in touch. 

Let’s talk.

Charles Desjardins
Partner and Executive Vice-President,

Absolunet

+1.877.979.2276 ext. 2301

cdesjardins@absolunet.com 

Peter Dalfen
Director of Sales, 

Absolunet

+1.877.979.2276 ext. 2849

pdalfen@absolunet.com 

Jon Greene
VP, M&D Vertical,

Episerver

+612.367.8676

jon.greene@episerver.com
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