


JOB DESCRIPTION:
SCRIPT (SERVICE & PARTS BDC) 1


SERVICE APPOINTMENTS & INFORMATION
Be prepared when answering the phone or making an appointment with the customer in person by having your pen and cheat sheet on your computer on the Schedule Appointment screen.
ANSWER THE PHONE BY SAYING, “Thank you for calling the Service Department, Tyree speaking.”
(The customer usually will identify themself and say they want to make an appointment for their vehicle. You should write any pertinent information on the Cheat Sheet.)
    (If the customer gives their name) 	     (If the customer doesn’t offer their name)
  Ask them for their home phone number	      Ask them for their name and home phone
(Write this information on the cheat sheet)    (Write this information on the cheat sheet)
		
ASK THE CUSTOMER, “Has this vehicle been in here for service before?”
      (If the customer answers “Yes”) 	               (If the customer replies “No”)
   Ask, “ What year and model is it?”              Ask, “What year and model is it?”                      (Write this information on the cheat sheet)      (Write this information on the cheat sheet)
LOCATE THE CUSTOMER IN AUTOSOFT OR ADD IN AS A NEW CUSTOMER
· At ASI MAIN SCREEN:
· Click on the SERVICE WRITING tab
· Click on the SCHEDULING tab
· Click on the SERVICE SCHEDULING tab (Screen shows the entire month with days and additional months tabs across the top of the screen. Days with a percentage showing identify the amount of time remaining that date to schedule service.)
· Click on the CUSTOMER INFORMATION BUTTON at the bottom of the screen
· ENTER THE LAST 4 DIGITS OF THE CUSTOMER’S PHONE NUMBER 
or
· ENTER THE FIRST 3 LETTERS OF THE CUSTOMER’S LAST NAME
                      or
· ENTER THE LAST 8 DIGITS OF THE VIN

(For those customer’s in DMS)           (For those customer’s to be added into DMS) Verify customer’s name, address,	         Add customer’s name, address, home phone,
home phone, work phone, contact          work phone, contact phone, and daily email   
phone, and daily email address                address on the Customer Information Screen
(Change as necessary on the                   (You do not need to add vehicle information
Customer Information Screen)                   at this time. A Service Advisor will add the                             
                                                                vehicle information when the customer arrives 
                                                                      at the dealership for the appointment.)
ASK THE CUSTOMER, “What would you like to have done or looked at?”               (Record all concern’s information on Cheat Sheet.)
ASK THE CUSTOMER, “Is there a date and time you have in mind?”
(If the customer answers with a date & time, check the availability on the SERVICE SCHEDULING SCREEN.) 
(If the date is open and the time is not)		 If the date is not open
Offer alternative available time slot(s) for          Check the Service Scheduling screen
  that day. Then set the appointment or           for available days and offer them to the
 drop off day & time per agreement with          customer. Then set the appointment or
                  with the customer.                         drop-off day & time per the agreement                          
                                                                                          with the customer.
REPEAT TO THE CUSTOMER ALL CONCERNS YOU’VE RECORDED AND ASK,         “Is this correct?” 
        (If the customer answers ‘YES’)	              (If the customer replies ‘NO’)
   Ask, “Is there anything else we could         Make the necessary corrections and 
    look at for you while your vehicle is               ask (again), “Is this correct?”
                   here?”                                     Keep asking until you get a ‘Yes.’
    (If the customer’s response is ‘Yes’)             Repeat to the customer the date 
     Add additional information or concern              and time for their appointment or
                    to the cheat sheet                         drop-off time and thank them for calling

     (If the customer’s response is ‘No’)
     Repeat to the customer the date and
     time for their appointment or drop-off
         time and thank them for calling

CLICK ON THE “CUSTOMER INFORMATION” BUTTON ON THE LOWER RIGHT SIDE OF THE DAILY SCHEDULE SCREEN
ENTER THE LAST 4 DIGITS OF THE CUSTOMER’S PHONE NUMBER 
-OR-
ENTER THE FIRST 3 LETTERS OF THE CUSTOMER’S LAST NAME
-OR-
ENTER THE LAST 8 DIGITS OF THE VIN
ADD LABOR OPERATIONS, AS NEEDED, FOR CUSTOMER’S CONCERNS                                   (You may add up to 6 labor operations or lines to each appointment)
FOR CUSTOMERS WHO HAVE BEEN TO THE DEALERSHIP BEFORE: Advise them, “When you arrive for your appointment, please pull your vehicle under the canopy in the Service Drive and come in and see anyone of the Service Advisors at the service desks.”
FOR CUSTOMERS WHO HAVE NOT BEEN TO THE DEALERSHIP BEFORE: Ask them, “Do you know where our dealership is located?”
     (If the customer responds ‘Yes’)		   (If the customer responds ‘No’)
    Tell them where the service drive is               Give them directions and the location
   and say, “When you arrive for your            of the dealership; then tell them where
 appointment, please pull your vehicle           the service drive is located and say, 
  under the canopy in the service drive      “When you arrive for your appointment,      
    and come in and see anyone of the          pull your vehicle under the canopy in
Service Advisors at the service desks.”     The service drive and come in and see  
                                                                         anyone of the Service Advisors at the 
                                                                                             service desks.”
SERVICE APPOINTMENT GUIDELINES

Take three (3) appointments or drop-offs every 30 minutes on the hour or half-hour. If the customer cannot come in at the appointment time, schedule for another time that’s available when they can 
Only four (4) waiters every hour!!!

Customers with noise complaints, drivability, or transmission issues must have a road test with either the repairing technician or a Service Advisor. Please advise the customer that such conditions require a road test and to allow enough time for us to drive their vehicle with them.
Use Labor Op ‘APPT’ on the first line of the appointment and change the labor operation description by typing over ‘Appointment Time & Date’ with the actual day, date, and time of the appointment, i.e., Friday, December 7, 9:30 AM.
When setting an appointment for new customers, add Labor Op ‘NEW’ to the second line of the appointment.
Add Labor Op ‘1’ (TOP PRIORITY) to the third line if the vehicle was delivered within the last 12 months.
Add Labor Op ‘BL’ (for BusinessLink) to another line if it is a BusinessLink vehicle/customer.
If a customer claims that any of the concerns they are bringing the vehicle in for is a comeback or return issue, be sure to include in the labor operation description the work previously performed with the date, the RO#, and the repairing technician.                         Example: 2x in, RO# 16895, 07/08.2021, Tech #34.
Do not promise vehicle repairs on the same day as the appointment. Any vehicles requiring diagnosis cannot be promised for the same day as the appointment. (Approximately 50% of the vehicles for diagnosis are repaired on the day of the appointment. The other 50% do not because of the length of the repair, shop workload, or part(s) procurement. The Service Advisor will contact the customer after the diagnosis and advise of any costs, part(s) availability, and expected completion time. 


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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