
SOP - Counter sales

Special order Parts

Customer 
Requests part. 

Advisor 
collects/updates 

info. Verify 
name, email, 

phone numbers, 
and address.

Parts specialist 
advises 

customer of 
price, ETA, and 

return 
policy/restocking 

SOP - Shop

Manager 
Approved Tech 
orders part at 
parts counter

Collect up front 
payment and let 
customer know 
they have four 

business days to 
pick up part or 

schedule 
appointment

Order is placed 

If Vehicle is 
staying or part is 
under warranty 

Customer is 
taking vehicle on 

non-warranty 
part 

Pre-payment is 
required and 
customer is 

given ETA and 
return policy

Order is placed

Part arrives

Incorrect part Correct Part

BDC Alerts customer that ETA has 
changed. return/restock incorrect 

part. Order correct part, rush if 
necessary

Receiving clerk 
enters part in 

DMS

DMS and Receiving 
clerk notifies  

BDC/Service advisor 
that parts have arrived

BDC contacts customer 
to schedule appointment 
or pick up part (if vehicle 

is not in the shop)

Appointment 
made 

No contact or 
appointment

Continue follow 
up every 2 days 
via text, call or 

email  if no 
contact is made 
after 3 weeks 
return/restock 

part

BDC informs 
parts manager 
date and time 

No show appointment 

Back order part Back order part

BDC Alerts 
customer that 

ETA has 
changed. Parts 

Manager is 
responsible for 

tracking part and 
updating BDC 

on status

BDC Alerts 
customer that 

ETA has 
changed. Parts 

Manager is 
responsible for 

tracking part and 
updating BDC 

on status
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