


JOB DESCRIPTION
QUALITY ASSURANCE MANAGER


TITLE: Quality Assurance Manager
OBJECTIVES: 	
· Verification of problem(s) of customer's concerns through direct contact with the customer, including a road test and inspection.
· Presentation of vehicle maintenance requirements to the customer using the manufacturer's suggested maintenance schedules.
· Ensure all repairs made by the service department correct all verifiable concerns of the vehicle through road tests and inspection.
REPORTS TO: Service Manager
QUALIFICATIONS
Customer relations ability, personnel management capability, product knowledge,  technical experience, and sales ability
PRIMARY RESPONSIBILITIES
· The workday Begins @ 7:30 AM
· Meet and greet all customers in the service drive or Express Lane.
· Perform a "Walk Around" of the customer's vehicle according to the training received.
· Offer the manufacturer's recommended maintenance according to the vehicle's mileage to the customer.
· Determine the nature of the wish or concern; consult the vehicle history file. Determine if repairs are warrantable, customer responsibility, or a comeback.
· Open repair orders for both service teams
· Assume the customer's next scheduled oil change appointment by making the appointment in the DMS system and giving the customer your business card with the date and time. 
· Create estimates and contact the customer on all customer-pay repairs using the Service Pricing Guide through the DMS system, service menus, scheduled maintenance menus, or Chilton's Repair Labor Time Guide.
· If quoting a waiting customer, take the customer out of the waiting area to a private, open office for discussion.
· Answer telephone inquiries promptly.
· Review the customer's repair order with them when they are on the phone or when they come to pick up their vehicle.
· Verify with the customer their concern through inspection or road test that a problem exists or is the nature of the vehicle or driving habits.
· Translate verified conditions of concerns or problems to the technician for the most effective repair.
· For sublet repairs, the same quality assurance person should deliver the vehicle to the sublet shop with an explanation of the needed work, including promised times.
· For sublet repairs, re-inspect or re-roadtest the vehicle to ensure customer concerns are resolved.
· Review completed repair orders for a thorough explanation of causes and corrections for listed concerns.
· Road-test and inspect all vehicles to verify completed repairs, vehicle cleanliness, and needed additional repairs.
· Inspect vehicles for repairing technicians’ business cards and remove paper floor mats.
· Re-inspect all re-repaired vehicles.
· Act as a liaison with the service manager and customer on complicated concerns or problems.
· Discuss unresolved repairs with the technician so repairs are accomplished effectively.
· Assume the role of the Service Advisor if they are absent.
· Secure service department doors, lights, coffeepots, and customer vehicles at closing each day.
· Review Service Office customer files for any new customer that has not picked their vehicle up after three days. Contact the customer and determine why the vehicle hasn't been picked up. Record the conversation's date, time, and results on a work order copy. Advise the Service Manager of any vehicles not picked up after six days.
· Lunch hour is from 1:00 PM – 2:00 PM. (Sometimes, it may be necessary to change, shorten, or even extend the lunch hour as needed.)
· The workday ends @ 6:00 PM, provided all finished customer vehicles have been called and all issues addressed concerning the disposition of the vehicle.
Monthly Responsibilities:
· Maintain a high level of personal grooming, hygiene, and dress consistent with the position's duties.
· Maintain a 'How Can I Help?' attitude.
· Answer Service Drive phones.
· Review open repair orders for closing at the end of the month.
· Attend all meetings called by the Service Manager.
· Additional requirements as set by service management
Performance Measurements
· Your Customer Satisfaction Performance and Fixed First Visit Performance are graded monthly by the customer responses on the manufacturer's returned surveys.
· Your Sales Performance is measured by your ability to sell labor and parts based on the Service Manager's Current Designated Sales Forecast. (See Service Manager for Details.)


Job Description Acknowledgment


I have reviewed the job description for my position and understand my responsibilities.



[bookmark: _Hlk119959629]Employee Signature: 	________________________	Date: 	__________________


Manager Signature: _____________________________       Date: 	___________________
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