


JOB DESCRIPTION:
SCRIPT (SERVICE & PARTS BDC) 2


SERVICE APPOINTMENTS & INFORMATION

FOR ‘NEW’ CUSTOMERS
· NEED TO OBTAIN THEIR NAME, ADDRESS, AND PHONE NUMBERS WHEN SETTING APPOINTMENTS.
· ADD LABOR OPERATION “NEW” TO APPOINTMENTS FOR NEW CUSTOMERS NOT IN PREVIOUSLY.
· ADD LABOR OPERATION “1” (TOP PRIORITY) TO A LINE IF THE VEHICLE WAS DELIVERED WITHIN THE LAST 12 MONTHS.
-OR-
· ADD LABOR OPERATION “A1” (BUSINESS PRIORITY) TO A LINE IF THE VEHICLE IS A BUSINESS VEHICLE.

WHEN SETTING APPOINTMENTS

· TAKE ONLY 2 APPOINTMENTS (DROP-OFFS) EVERY 15 MINUTES;  IF CUSTOMERS CAN NOT COME IN AT THE CORRECT APPOINTMENT TIME, RESCHEDULE FOR ANOTHER DAY.
· ONLY 4 WAITERS EVERY HOUR!
· IF THE CUSTOMER HAS A NOISE COMPLAINT, DRIVABILITY ISSUE, OR TRANSMISSION ISSUE, ADVISE THE CUSTOMER A ROAD TEST IS NECESSARY WITH THEM AND A TECHNICIAN AND FOR THEM TO ALLOW ENOUGH TIME TO DO SO.
· VEHICLES FOR ANY DIAGNOSIS TYPE CAN NOT BE PROMISED ON THE SAME DAY OF THE APPOINTMENT. (HERE’S WHY: 50% OF THE VEHICLES FOR DIAGNOSIS GET DONE THE DAY OF THE APPOINTMENT; 50% DO NOT BECAUSE OF LENGTH OF REPAIR, SHOP WORKLOAD, OR PARTS PROCUREMENT.) DO NOT PROMISE VEHICLES ON THE SAME DAY OF THE APPOINTMENT. THE SERVICE ADVISOR WILL CONTACT THE CUSTOMER AFTER THE DIAGNOSIS IS KNOWN AND WILL ADVISE OF THE EXPECTED COMPLETION TIME FRAME.
· RESEARCH THE VEHICLE HISTORY AND ADD CORRECT LABOR OPERATION FOR OIL CHANGES AS PER THE MAINTENANCE SCHEDULE. PAY PARTICULAR ATTENTION TO LATER MODELS AND ADVISE THE CUSTOMERS OF NEEDED MAINTENANCE ACCORDING TO THE MANUFACTURER’S REQUIREMENTS.

· PRINT OFF THE NEXT DAY’S APPOINTMENTS FOR THE PARTS DEPARTMENT BY 3:30 PM FOR PARTS PROCUREMENT.
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