
Phone rings

Greet 
customer During this stage:To introduce yourself, and 

find out the background of the customer. 
(retail, wholesale, bodyshop etc...)

Retail Wholesale

Pick up within 
3 rings.

1. Get vechicle's info and 
identify what part is 
needed. Upsell 
nessessary related 
parts.

2. Ask:Is the vehicle on 
the hoist right now?

To determine the urgency of the order, in 
order to verify if we need to use "emergency 

order" and pritiorize the delivery with our 
driver. Sometimes if we cannot get the part 
quick enough, it will be a lost sale and they 

will go somewhere else.

1. Get vechicle's info and 
identify what part is 
needed. Upsell 
nessessary related parts.

2. Close the deal, offer to  
order the parts and have it 
installed in our shop.

1. Yes: Choose to VOR, let 
customer know when they 
will expect the parts, then 
pre-arrange delivery with 
the driver.

2. Ask for the sale (Can we 
get that going for you? 
Should we place an order 
now?

1. No: use regular 
shipment speed.

2. Ask for the sale, close 
the deal.
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