
SPECIAL ORDER PARTS PROCESS

Notes:

Parts Manager or an appointed individual within the parts department, is responsible for the SOP process ,this includes ordering, tracking, receiving and notifying the customer.

SOP shelf must be reviewed/reconciled weekly. Any parts not picked up by a customer should be returned or put to stock, if justified. Restocking fee to be billed to Service or Sales if the part was ordered internally.

Potentially two copies of the SOP order should be printed, one to reside on the SOP shelf, second to stay with the individual responsible for the order process and notifying the customer.

Explain SOP 
process to the 

customer, 
including 

customer's sign 
off on the order 

form, deposit 
(mandatory) and 

return policy.

Gather all 
relevant vehicle 

information, 
including 

warranty status, 
recalls,  and 

obtain the part 
number. If a part 
is requested by a 
Technician, have 
Manager verify 

that the part 
being ordered is 
the correct one 

(provide diagram, 
part's 

description…)

Check the system 
for the part being 
in the inventory 

or on order, 
including order 

status

Complete SOP 
form. The form 
must include all 
relevant vehicle 

information, part 
number and RO 

number (all 
critical fields on 

the form are 
mandatory).

Have the 
customer 
(Service 

representative) 
confirm and sign 
the order, collect 
the deposit (not 

applicable 
internally).

Place the order  
(it must include 

RO info if 
applicable) and 

obtain the 
confirmation 

with an 
approximate 

delivery date. A 
copy of the SOP 
form is stored in 

a designated 
place on the SOP 

shelf, to be 
reviewed on 

regular (weekly) 
basis to ensure 

completeness of 
processing.

Appointed 
individual 

responsible for 
the SOP process 

to E-mail/text 
notification to 
the customer 

(Service 
Manager) with 

order status and 
an estimated 
delivery date

Part is received in 
the system and 
placed on the 

SOP shelf with a 
copy of the RO, 
and the order 

form.

Notify the 
customer and 
make pick-up 

arrangements. 
Notify the Service 

Manager if a 
shop 

appointment is 
necessary.

Invoice the SOP 
and collect the 
balance of the 

payment. 

Close the SOP


