
Special Order Parts



Parts SOP Policies
1] Collect all information: Customer name, contact information, vehicle information

2] Set appointments as early as possible. If customer calls in to service, create appointment before the part is ordered. 

3] Parts personnel are the only associates who can place a special order upon approval requirements

- Forward product image/detail to customer for approval of correct part

4] Nothing is ordered unless approved on an RO, or paid for up front

- If customer refuses to pay, we cannot move forward with the process.

5] Return Policy:

-  No return on SOPs

6] Shelf life: 

- Weekly audits of SOPs on shelf

- Return part after 30 days if manufacturer allows 

- If not allowed by manufacture look for ways to re sell the part to either a competitor store that may need the part or 3 party sites.

7] Parts manager is responsible for ALL SOP processing and tracking along with assigning bin location, etc. 

8] Backordered parts: Check availability elsewhere and order part, or follow SOP process with manufacturer

9] Make notes in DMS system at every moment of the order process, especially at all moments information is being passed to another person and the customer is 

contacted

10] Customer will be attempted via text, email, and phone for 2 weeks before warranty SOP will be returned to OEM
 



Advisor contacts customer06 ● Gives customer update on completion/pick-up time frame, if 
appointment wasn’t set already, this is the time

Notify advisor of part arrival05
● Prevents a situation where the customer is not notified 

[scenario 16]
● Advisor notifies tech, gets estimate on completion time in order 

to effectively communicate with the customer [addresses 
scenario 15]

Part arrival04 ● Establish which advisor’s bin the part belongs to
○ Each advisor has assigned bin for SOPs ordered

Ordering the part03
● Must be ordered based on part number only to prevent incorrect 

part order  [addresses scenario 5]
● An open Ro must be in DMS with customer name, number, 

vehicle information before part is ordered [addresses scenario 
14, prevents scenario 11]

Service advisor takes RO to 
parts manager for approval02

● Parts department in charge of all orders. Tech, nor advisors 
should order part, this will prevent incorrect part orders [prevent 
scenarios 8, 6, 13]

● If backordered, check availability at another dealer and order 
part [addresses scenario 17]

Diagnose part needed and 
get approval by shop 
foreman/service advisor

01 ● Prevents incorrect diagnosis with shop foreman approval 
[scenario 7]

Customer Pick-up07 ● Customer picks up and pays for full service invoice

SERVICE DRIVE CUSTOMER



Contact Customer05 ● Let the customer know the part has arrived and confirm 
appointment date and time for either install or pick up.

Part arrival04 ● Stock in SOP and put on SOP shelf organized by last name and 
let the associate know who ordered the part that it has arrived. 

Collect payment & Set 
Appointment03

● Must be ordered based on part number only to prevent incorrect 
part order  [addresses scenario 5]

● If customer refuses payment or appointment, kindly let them 
know we cannot move forward without it. [addresses scenario 
2, 3 and 10]

Approving the part02 ● Parts manager approves SOP request
● If backordered, check availability elsewhere and order part 

[addresses scenario 17 to prevent long time  delays]

Customer calls to order SOP01 ● Gather customer information: name, contact info, vehicle info is 
required. [prevents scenario 1 and 11]

Customer Pick-up06 ● Customer picks up 

CALL-IN CUSTOMER


