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First, read sach situstion snd then Indicate whether your departrment would have you post 2 lost sale
iy placing a check mark in sither Yes o the Mo colurn,

situation

Yes

No

A tachnidan needs a part to complels & repain The part is not available i your
inventory, You locste the part ot a neighboring deglerchin ard inform the service
achvisor managing the Job. The advisor authorizes you to order the part. The partis
given to the technician later that daw and the repair s complete.

& techrician needs a part to complete a repairn The partis not awvzilshiz inyour
irnaritory, nor is it vaiiable locally. You find that plenty are svailable in your fadng
onic You inform the service advizor managing the job: He/she authorizes a daily
arder and places the vehide In 3 down candifion, The next morning, the part arrives
=nd the technician completes the repain

4 techrician nesds 3 part to comnplete 2 repsin The partis not available inyour
inwentory nor fs it available locally. You find that plenty are avaiteblz in your fating
orC. Yoo infarm the service advisor maneging the job. Bince the vehick bk safe fo
drive, ha/she requests that you order the part for later and the customer fakes
possession of the vehicle. The needed part is added to that week's stock order z5
customer order.

what would you do if the customey decrribad in itam 3 above had prepaid for the
special-order pari?

S/

/

S/
7

A customer comes into buy a part that s availabiz in vour inventony, However, 8pon
learning that the part’s cost Is e than he is willing to pay {even after you offer
hirn 2 regsonable discount], he leaves without making purchase.

ahout bwio months sfter the customer special order described shove In item 5, the
custamer has not returned to have the part insteflad. Your manager SiVes Yol B NEW
bin locaHon and talls you to relocete the spacial-ordered part fram the special-order
bin to the new location.

o]

A local deglership talls looking for 8 needed part to commpliete a repalr In their service
department. You check but discaover thatyou don't have the part in stoc

& service customer asked to have repalr done but the nesded part I not avaiiabie In
your inventory, You learn that a locs] dealerchip has several instock but s unwiiling

o s2il 1o you because the part is on nelio nat bark order You offer to place 2 special

arder for your customer but he/she declines ard leaves.

& customer is leaving Sown tamarrow morning at 5:30a.m. and needs their car back
today. The needed part & not svaiiabie in vour inventory nos is it svailable localy, At
the custamer’s insistencs, you locte an sker-market part and technician completes
tha repeir before the day's end.

2

& customer calls zod request a door handle fora 1971 Cuds and to vour smazement,
youl don't have the part,
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First, read sach situation and then indicete whether your department would have you post a fost sale
by placing & check mark in efther Yes or the No column,

Situation Yoy Bo

& technirian needs 3 pert to camplete 2 repsin The partisnot available inyour

imventory, You lorate the part at 3 neighboring destership and inform the servige
advisor mansging the job. The advisor authorizes you to order the part. The partis 7(\ ~
given to the technidan later that day and the repair is compieta. '

[

)

& tachricizn nesds a part o complete a repair The partisnot available inyour
inventory, nor is & available locaihy, You find that plenty are svailable in your facing

BTIC. You infarm the servire advisor managing the jol: He/she authorizes a daily ?<
ardes and plares the vehicls in s doven conditfon. The neet momming, the part arrives
and the technicien completes the repain

3 & tachnician needs a part to complete 3 repain The part is not aveilable inyour
invertory nor is I avaiiable locally, You find that plenty sre availzble in your facing
BIC. You inform the servive advisor managing the job. Since the vehicls s safe to \<
drive, he/she requests that you order the part for leter and the rustomer takes /
possession of the vehicle. The needed part is added to that week’s stock orderas a
customsr Grier.

& \What would you do H the customer described in fiam 3 above had prepsid for the ?&
special-order pariy ‘

£ rusteeeer comes into buy a part that s available in vour inventory, However, upon
learning that the part’s cost s more than he s vaitlime to pay feven after you offer
him & reasonable discount), he leaves without reaking purchase.

L

><

2bout heva months after the customer specisl order described sbove in ftem 3, the
cugtomer has not neturned fo have the pert installed. Your manager gives you a new
bir location and il vou bo relocate the spedal-ordered part from the spegial-order
bin to the new oration.

o

7 5 local dealership calls looking for 3 needed part to complets & repair in their senvice
department. You check but discover That you don't have the part in stodk

2 & service customer asked to have repalr done but the needed partis not avaitable in
your invertony. You learn that a local deniershin has several in stock but s unwilling
to sell tn you hecause the part is on nationsl back order. You affer to place & spedal
arder for your customer but he/she dedings and leaves.

a A customer i leaving town tomorrow morning af 330 am. and neads Hhelr car back
todzy The needed part is not available in your inventary nor &5 i svailable locally A%
the customer’s insistence, you lorate sn sfer-market part and technician completes
the repair before the day's end.
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& rustamer calls snd revjuest a door handle fora 1971 Cuds and to your smazement,
veg gdon't have the part
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First, read each situstion and then indicate whethar your department would have you post 8 iostsale
by placing a check mark in afther Yes or the No cofuma.

Sttuation

V&g

Ko

et

2 techrician needs 3 part to complele a repair. The part is not available in your
imventory, You forste the part at @ neighboring dealership and inform the service
advisor managing the job. The advisor authorizes you to order the part. The partis
given to the technician Ister that day and the repair s complete.

e

& technirian needs a part to complete a repair. The part is not avallable inyour
imventory, ror is & veflable focaily. You find that plenty are svailable in your facing
B, You inform the service advisor managing the Job: Hefshe suthorizes a dally
order and places the vehidie iy a down condition. The next morning, the pari arrives
and the fechnidan rompletes the repalr

& technician needs 2 part to complete a repair. The part is not availabis in your
irventory nor is it aveiiable locally. You find that plenty are aveilable in your faing
PO You inform the service advisor managing the job. Since the vehide s sefe to
drive, he/che requests that you order the part for later and the customer takes
possession of the vehicle. The needed part & added 1o that week's stnck orderas a
customer order.

Wit would you do i the customer described n iem 3 above had prepaid for the
special-order part?
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& rustormer comes in o buy 2 part that & avaeilable in yoar inverdory. However, upon
learning that the part’s cost is more than he is willing o pay {even after you ofter
hirm & regsonable discount), he leaves without making purchase.

N\

About bwo months after the customer spetisl order desoribed sbove in ftem 3, the
customer has not retumed o have the part instalied. Your managsr gives you 3 new
bin looation and fells you to reiocste the spedial-ordered part from the specisl-order
bin o the new location.

A local desiership calls looking for & needed part to complete a repalr in thelr service
department. You chedk but discover that you don’t have the part in siock

N

A service customer asked o have repair done but the needed part i not svaitable in
your inversary. ¥ou leam that & lomd dealership has several in stock but is unwilling
to sefl to vou becsuse the part is on national beck order. You offer to place 2 speial
prder for vour custormer but he/she dedlines and leaves.

& rustomer is leaving town tomormow morning at 5:30 a.m. and needs thelr car back
todey. The needed part & not evallable in your inventory nor s & svaiiable locsify AT
the customer’s insistence, you locate an after-market part and technician rompistes
the repair before the day'’s and.

A customer calls and request s door handle for a 1971 Cuda and to your amazement,
yois Son't have the pert




(O datLos

Firz.t raad sach situation and then indicate whether your depariment would have you post a lost sale
by placing a check mark in either Yes or the No column

Situation Yes No

tecl hnician needs a part to complete a repair. The part is not available in your
nventory, You locate the part at a neighboring dealership and inform the service )
advsser managing the job. The advisor authorizes you to order the part. The partis i
given io the technician later that day and the repair is complete.

[

Atechrician needs a part to complets a repair. The part is not available in your
inventory, nor is it available focally. You find that plenty are available in your facing

0. You inform the service advisor managing the job: He/she authorizes a daily 7
arder and places the vehicle in a down condition. The next morning, the part arrives
and the technician completes the repair.

Atechnician needs a part to complete a repair. The part is not available in your
inventory nor is it available locally. You find that plenty are available in your facing
PO, You inform the service advisor managing the job. Since the vehicle is safe to
drive, hefshe requests that you order the part for later and the customer takes
possession of the vehicle. The needed part is added to that week’s stock orderasa
customer crder.

[H N

uh:t would you do if the customer described in item 3 above had prepaid for the
special-order part?

=

= A customer comes in to buy a part that is available in your inventory. However, upon
learning that the part’s cast is more than he is willing to pay {even after you offer
him a reasonable discount), he leaves without making purchase

Abaut two months after the customer special order described above in item 3, the
customer has not returned to have the part installed. Your manager gives you a new
hin location and tells you to relocate the spedial-ordered part from the special-order
bin to the new lecation.

T

|

A local dealership calls looking for a needed part to complete a repair in their service
department. You check but discover that you don’t have the part in stock.

2 A service customer asked to have repair done but the needed part is not availakle in
wur inventory. You learn that a local dealership has several in stock but is unwilling

o sell to you because the part is on national back order. You offer to place a special
u:-rcéer for your customer but he/she declines and leaves.

9 A customer is leaving town tomorrow morning at 5:30 a.m. and needs their car back

today. The nzeded part is not available in your inventory nor is it available locally. At j
thf cu rt; \mer's insistence, you locate an after-market part and technician completes J
the befare the day's end.

10 & custamer calls and request a door handle for 3 1971 Cuda and to your amazement, /
you don't have the part.
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