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Parts Advisor Expectations

With new advisors coming on board. I just want to review the best practices and expectations for the parts department. We need to provide the best customer service that we can to every customer. We are the face of Keller Bros. Remember the customer sees you more often than they see their salesman. Customer satisfaction and retention are the goals of this business. 
· When the bell rings at the retail counter and you are currently on a phone call or with a technician, please acknowledge the customer at the counter by saying I will be right with you I am currently finishing up with a tech or phone call depending on the situation. 

· Phone calls coming in need to be answered. We should not be dropping calls. Unless you are currently with a technician or already on another call the phone needs to be answered. Please remember, the maximum hold time should be no more than 2 minutes. 


· When on the phone with a customer remember to smile. Studies show that a customer can sense a smile even if they cannot see it. Do not rush the customer when on the phone. Take your time with them. Make sure that we are getting as much information that we can so we can ensure we get the proper part for them the first time.  That also entails taking notes on every phone call which includes but is not limited to- VIN, what the customer is looking for, part numbers etc. to ensure if the customer calls back, we don’t have to start the process all over again. 




· Parts and Service opens for business at 7AM Monday-Friday and 8AM on Saturday, please ensure that you are here no later than 6:40AM during the week and 7:40 on the weekends so the part orders can be checked in and put away before we open for the day.

· These times are just recommendations, if we have a larger part order then we may have to get here a little earlier to ensure everything is done before opening. 

· Special order parts from Ford require pre-payment unless the customer has an account with us, if we do a credit card over the phone, we must shred that information immediately after processing payment. We have several notepads here so there is no reason to be holding onto any personal information. 

· On parts order slips, please note where the part is coming from and a rough ETA to dealer. To make it easier here is a reference table of our main PDCs we see parts from

· NY- next day
· Memphis/Detroit-2 to 3 days
· Livonia National PDC- 3 to 4 days



· When you are not sure about something, ask. There is nothing wrong with asking questions.  Please do not guess randomly, that almost never works out and creates a problem that could have been avoided with asking questions. 

· The main thing to focus on is accuracy not speed. Looking parts up quickly means nothing if we are consistently ordering wrong parts. 

· If a customer requests a labor quote after a parts price, ask if its okay to take their name and number and call them back. If the customer is okay with that, talk to someone over in service about a labor quote then call the customer back. Please do not guess at labor installation costs or blindly transfer the customer over to service. 

Failure to complete any of the above items has the potential to create an unwanted customer service interaction or the loss of a customer. The happier the customer the more likely they are to return to the dealership. Please treat every customer and customer situation as unique. We may do this all day every day, but most people do not and are just looking for guidance and respect.
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