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VERIFICATION OF 

INFORMATION 

• The customer's concerns and contact 

information are confi rmed/verif ied at  check-in. 

Reconnecting with customers for dealership visits 

or part arrivals can be challenging if their contact 

details are not updated. Additionally, concerns 

may go unresolved if customers fail to provide 

complete information or if the service team does 

not ask the right questions, which can result in 

misdiagnosis or incorrect parts being ordered.



PROVIDE ESTIMATE/APPROVAL

After the technic ian diagnoses the 

vehic le , they create an est imate,  

which  must be thoroughly explained 

to the customer.  Once the  customer 

s igns and approves the  estimate,  the  

documents shou ld be  provided to the 

Par ts Depar tment for ordering. The 

estimate must include al l necessary 

part  numbers to ensure  accuracy and 

completeness.  During this  process, 

the  service  advisor should also review 

the  SOP policy with the customer and 

obtain their signature . 

The Parts Department requires the 

RO# to order parts, as it  is  used to 

tag and track the parts upon arr ival , 

l ink ing them to the customer, advisor, 

and other detai ls .



TECHNICIANS

A dollar cap is set for ordering parts based 

on technic ian skill levels: $100 for D-level,  

$150 for C-level,  $250 for B-level,  and no 

cap for A-level technic ians. If a non-A-level 

technician needs to order a part exceeding 

their cap, the service manager's signature is 

required. The service manager must review 

the diagnostic process the technician 

fol lowed before approving the order. If the 

wrong part is ordered despite approval,  the 

service department wi ll incur a restocking 

fee.



CUSTOMER PAY:

If the part is not covered under warranty, the 

customer is responsible for the SOP deposit, which 

inc ludes the cost of al l parts.  Instal lation fees are 

paid separately at the time of service. SOP parts 

require prepayment and are non-refundable,  as 

outl ined on the estimate approved by the customer 

at the time of purchase.  The SOP and return po licy 

are c learly noted on the estimate.

WARRANTY:

If the customer ’s  repairs are covered under 

warranty, the payment cannot be collected in 

advance.  However,  the customer must be informed 

that they have 30 days to return for the SOP 

installation; otherwise,  the parts will  be sent back.

CUSTOMER    

PAY

VS. 

WARRANTY



FOLLOW-UP

T he pa rt s  m a na ge r  g en er at e s  a n  SOP  l i s t  

d a i l y ,  wh ic h  i s  s har e d  w i t h  t h e se r v ic e  

m a nag er , s er v i ce  adv is o rs ,  a nd  B D C . 

T o geth er , t he  t e a m m o n i t o r s pa rt s  

a rr iv al s an d  c o n t a c t s c us t o me r s t o  

s c hed u le  a ppo i n tm ent s .  I f  t he B D C  c a nno t  

r ea c h  t h e c ust o m e r,  t hey  n o t i fy  t h e 

s er v i c e ad v is o r s fo r  a  s e c o nd  a t t e m p t . I f  

t ha t  a l s o  fa i l s ,  t he  se rv ic e  m a na ger  g et s  

in vo lv e d . M u l t i p le  c o n t a c t  a t t e m p t s a re  

m a de us ing  c al l ,  e m ai l ,  a nd  t ex t  un t i l  

c us t o m er  i s  re a ch ed .  



AGED SOPs  

Warranty SOPs, if the customer has not 

returned for installation or scheduled an 

appointment by the 30-day mark, the parts are 

sent back.

Prepaid aged SOPs are stored in a designated 

area until they are picked up or installed. 
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