INBOUND PARTS CALLS

Greet &

“Thank you for calling
this is , how can | help you?

Introduce:
Parts Dept,

Listen to customer concern.

THEY NEED A PART

“Okay. ’'m _. What was your
name? What’s a good number for
you in case we get disconnected?

Do you have your VIN?”

NO

YES

THEY NEED A DIAGNOSIS

“Would you like service to
diagnose the problem for you?

Transfer to Service Scheduler

“Has your vehicle been
to our dealership
before? If so, | can look
it up for you.”

Quote price.

Look up part.

Is the part in stock?

YES

NO

“l have that part in
stock, would you like to
pick it up today?

“] can have this part
here for you by __.”

“Would you like to have installed by
one of our Technicians?”

YES

NO

Transfer to Service
Scheduler

“Okay, I'll reserve it
for you to pick up.”

GET CONTACT INFQO!

PRICE OBJECTION?

Build value. Does the part
have a warranty? Is it OEM?

Know current specials &
direct customer to website
for possible coupons.

Know warranties. Is that part
covered?



INBOUND PARTS CALLS

DO

Ask questions to narrow down the correct part.

Ask for the sale. They called you for a reason!

Build value in our Parts & Service.

Ask if they are still under warranty.

Upsell. Suggest partner parts. “Often when customers
buy they also replace . Would you like one of
those as well?”

Enter customers into DMS every time. Whether they

purchase or not, you can take information so they don’t
have to start over if they call back.

DO NOT

Diagnose over the phone.
Discount without valid coupon.

Keep customer on hold.

MORE IDEAS

@

Offer curbside parts pickup.

Offer delivery within 15 miles. Offer
same day delivery using Uber or similar.

Track lost sales from calls with folders.
Review weekly with Parts Manager.

Hold know-your-warranty and
know-your-specials coupons meetings.

Revise online parts form for efficiency.

Look into online parts listing solutions.



