day phone cal
email

Yes

Finished

Follow-up. 2

Gather
Customer
Information. (name,
phone #, part,
urgency)

Front Counter

Gather Due
Bill from salesperson
with customer
information, VIN,

Part #
Quote, ask L
for sale, payment.
Attempt to convert
to service.
Order Part
Yes
Part arrives
| & (@) *

Call customer to let them
know part arrived

Back Counter

Gather RO,
Verify with Tech Part
Number
Schematic

|
Warrantable Repair
\

Tech Level
Ordering Limit

Yes

———Non-warrantable Repair

Certified

NO—»
needed

technician required
to verify parts

Retrieve price quote
for necessary repairs for
Service Advisor

Service Advisor presents
estimate to customer

Level Tech Verifies Correction

s

Customer does not approve

Warehouse Manager

Reassemble vehicle
for pickup. Schedule follow
up call

Service Advisor or

Inform Service

Parts ordered

Customer leaves vehicle

Mark as lost Sale

Order Part &
confirm customer
contact info

—Part ArrivesJ

Y

Repairs in shop-p

—

Service schedules
appointment

Counter

.

Customer pre-pays and takes vehicle

Part stocked in
and put in Front counter
SO Parts Bin. Notify
Counterperson

vﬁ Customer picks part up

Finished

Part arrival,
receipt part and send copy
of part card to service
receptionist

customer that part
is in. Follow up three
more times if unable to make
contact. Make second
attempt to convert to
service.

No

Customer
picks up part.
Offer to carry parts to
customer's
vehicle.

Does not pick part up

Wrong Part or
Customer Repaired

—

Elsewhere

Customer picks up vehicle and signs invoice

Appointment Scheduled
Customer drops
off vehicle and repairs < J

begin

A;Customer calls/schedules

No customer response. }

Tech completes repairs

Advisor updates
customer that vehicle can be
picked up

Left voicemail

times over 21 day
span

Vehicle parked while waiting
for parts

Parts arrive

:

Advisor calls to update
customer and repairs begin

Repairs completed

Advisor calls to
update customer to pick up
vehicle

Parts
Manager/Parts
Counterperson

CHUCK NO

t—— e

RRI

a knot!

—a—
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