
Demand at 
Counter for 

SOP

Whole sale 
customer with 

charge 
account do 
not need to 

prepay

No account- must 
prepay. It is 

IMPERITAVE counter 
has correct address 

and contact 
information. Ask 

customer to 
physically sign off on 

info 

Parts 
counter to 

notify 
customer 

via text and 
call upon 

arrival

Customer must be 
contacted 3 times in 

first 7 days. Once 
weekly after that

After 30 days of no 
response from 

customer, Parts 
manager to 

determine keep or 
return

If no appointment is 
scheduled after 30 

days, Issue check to 
customer for refund

Demand  in Service 
for SOP- Technician 
ensures correct part 

is requested

SOP ordered by 
advisor. Counter 

Sales must order by 
customer name and 

RO number

Car staying? 

Advisor checks daily 
for receipt. Texts 
customer status 

daily

Once part arrives, 
receipt in. Counter 
notifies advisor and 

technician

Advisor notifies 
dispatch, technician, 

and customer

Install part 

Car leaving?

Advisor asks customer to 
prepay for part. It is 

IMPERITAVE advisor have 
correct address and contact 
information. Ask customer to 

physically sign off on info

Advisor checks 
DAILY for all SOP 

statuses

Once part arrives, 
receipt in. Counter 

notifies advisor.

 Advisor calls and 
texts customer to 

notify part has 
arrived.

Advisor schedules 
appointment with 
advisor to install

Customer shows to 
appointment and we 

install part

Customer does not 
show, return to 

contacting

Customer must be 
contacted 3 times in 

first 7 days. Once 
weekly after that

After 30 days of no 
response from 

customer, Parts 
manager to 

determine keep or 
return

If no appointment is 
scheduled after 30 

days, Issue check to 
customer for refund



Other SOP Processes

1. Biweekly Service manager review of performance, open ROs, and SOPs with 

advisors. Review contact documentation for all SOPs and hold advisor accountable 

for any missed communication. Come up with a game plan for customers who have

not responded after 2 weeks.

2. Biweekly Parts manager review of performance and SOPs with front counter sales. 

Review contact documentation for all SOPs and hold accountable for any missed 

communication. Come up with a game plan for customers who have not responded

after 2 weeks.

3. Advisors and counter sales are responsible for maintaining SOP files and 

documenting all contact with customers regarding SOPs

4. Parts manager reviews SOP bins monthly to ensure no parts have fallen through 

the cracks

5. Parts manager to review return policy annually to ensure it is competitive but not 

over-burdensome

6. All prepay exceptions must be signed off by a Service or Parts manager

7. Shop Foreman will hold technicians accountable/ensure proper training after any 

incorrect SOP is ordered.


