 (SOP) STANDARD OPERATING PROCEDURE

TITLE/CODE:  Answering incoming phone calls / 0518       DATE: 9.8.20

	WHY?
	Why am I documenting this procedure?
	1. Get the vehicle in the shop
2. Professionalism

3. Time Management 

4. Consistency 

	WHO?
	Who will ultimately be responsible for this procedure?
	Created by the Owner, Ad, or GM
Executed by the Front Counter Staff

	WHAT?
	What are the key elements of this procedure?
	1. Answer within 2 rings
2.  No pricing on most / oil changes ok

3.  Answer questions with questions

4.   Carefully Listen
5.  On hold MAX 25 seconds

6.  ABC, always be closing
7.  Follow the scripts
8.  Smile 



	HOW?
	How is the procedure done? Step by Step.
	Recognize three main type of calls:
1. Oil change – resort to oil change script

2. The inquiry – resort to the quick close

3. The Price shopper – resort to anytime script

Note: Within Drop Box, scripts can be attached as well as videos to support this SOP

The Oil Change Script 

How much do you charge for an oil change?

We have a fantastic special on our oil change service…they are $29.95 plus the sales tax.  That includes up to 5 quarts of our standard oil, a new oil filter, as well as a 19 point courtesy inspection performed by one of our ASE Certified technicians …… IS NOW A GOOD TIME?

THEN …Tie it down  

1. name 

2. phone #

3. Verify location

4. My name is ______just ask for me and I will get you taken care of.

The Quick Close 

Do you, Can you…..

ABSOLUTLEY…. Is now a good time to bring in your vehicle?

Then Tie it down!!

GREAT!

1. name 

2. phone #

3. Verify location

4. My name is ______just ask for me and I will get you taken care of.
Any Time Script 

Ringing …. Thank you for calling anywhere automotive …

Yes, could you tell me how much you would charge me for a front brake job?

What type of conditions are you experiencing with you brakes?

I hear some squeaking and grinding when I come to a stop….

ANYTIME you are experiencing ________________________, you need to have that inspected by one of our ASE certified trained technicians…… At no charge to you, we will provide you with a complete written estimate. 

Is now a good time to bring in your vehicle?   OR

Would now be a good time for us to pick up your vehicle?

*Then tie it down … 

GREAT!

1. name 

2. phone #

3. Verify location

4. My name is ______just ask for me, and I will get you taken care of.


You Net Results, Brian Gillis, Owner and Guide, (678) 910-1401 (text or call)

brian.gillis@younetresults.com      www.younetresults.com   


