Dellivering Superior .
Quality Service solutions

Aims and Objective

This course is designed for dealer staff
to deliver and manage superior quality
service yrst time, every time, and also to
effectively measure and review customer
satisfaction.

The main objectives of the course are
to sell more vehicles, more F. & 1., and
more service technicians’ time. At t+b
solutions we believe that delivering superior quality service equates to more
customers, and therefore more proyt for dealers. Therefore the course

will be essential for dealerships to ensure all after sales and vehicle sales
opportunities are maximized.

Frontline staff are involved in ensuring that vehicles and services are
delivered and maintained to standards agreed by the OEM/dealer and

the customer. They work within the context of the dealers’ policies and
practices as well as legislation, conventions and codes of practice. At this
level, work will normally be carried out within complex and diverse methods
and procedures which require the exercise of considerable discretion

and judgement, using a range of problem solving and decision making
strategies.

At the end of the program, participants will be able to:

Commit fully to the concept of delivering, proactive superior quality
customer service. i i

Plan to meet internal and external cust

Drive commitment among subordin
customer service.

Ensure delivery of quality vehicles and services.« =

Monitor, adjust and review customer service.




~bsolutions

Conydently deal with customers fiface to faceo, sometimes in
difycult or frustrating circumstances.

Target Audience

All staff involved, either directly or indirectly, in the delivery of service to
Internal and/or external customers. For example, general managers, sales
managers and staff, F. & I. managers, service managers, service advisors,
service technicians, parts managers and staff, cashiers, receptionists,
switchboard operators and accounting/administration staff.

FOCUS

This workshop is conducted in a high impact dynamic style with participants
driven to participate from the opening minutes of the workshop.

Case study analysis, role-play and real-play activities are conducted
throughout the program to reinforce the need for quality customer service.

Topics
An understanding of and commitment to service quality.

A commitment to effective vehicle and parts supply chain
management.

Planning methodologies jg, meet interna‘l%rexter_nal customer
requirements. =1

How to ensure consistent quality at allffevels in?ﬁEé@hip.
Adjusting service to meet the ever-changing nee

f customegs

Managing customer expectations..= ’
Motivating staff and team commitment to servicey







