CarMasters Automotive

Job Description

Job Title:  Service Consultant




Prepared By:

Department:  Office





Approved By:

Reports To:  President





Date:

FLSA Status:  Non-exempt

Basic Function:  
Responsible for mediating between customers and the service department technicians on requested repair, warranty, and preventive maintenance service orders.
Responsibilities:
1. Greet customers as they enter the customer service/waiting area for service repairs, and obtain necessary information for vehicle maintenance (ask about history, check past recommendations), explain CarMasters features, benefits and promotions).

2. Prepare and process service orders in a prompt and accurate manner to minimize customer inconvenience and maximize the shop’s business image with the customer.

3. Consult with technicians regarding required repairs and expected expense and labor time (mandatory when customer declines).

4. Communicate the nature of service needed and the cost of parts and labor to customers in a timely clear manner, and obtain customer signature for initiation of repairs.

5. Determine time of completion, and notify customer when repairs are completed.

6. Apply knowledge of warranty/repair work and preventative maintenance within the industry.

7. Negotiate and prepare customer payments prior to completion of service work, and receive payments.

8. Process cash and charge (no checks) payments accurately by applying currency aptitude, operating a credit card machine and no personal checks according to procedures.

9. Balance daily sales and payments received from generated printout before processing payment batches at closing.

10. Use daily tracker/call log, processed invoices to ensure all invoices are accounted for and complete.

11. Coordinate timely completion of repairs with /lead technician.
12. Recommend completion of additional needed repairs as indicated by the service technician.

13. Close out customer repair orders in accordance with approved procedures.

14. Arrange service appointments with customers via telephone and in person.

15. Schedule next appointment every time, keeping appointments no closer than 7 – 15  minutes apart, after service thank you calls, work needed follow up calls and new customer calls, mailing or visits.
16. Maintain a neat and orderly work area at all times.

17. Arrange alternative transportation for customers (Free loaner by appointment).

18. Understand gross profit/gross margin/markup.

19. Have knowledge and understanding of all the features and benefits of the products and services the shop offers.

20. Maintain technical competence by attending all classes and shop meeting as requested, and reading all service bulletins to maintain needed skills.

21. Perform other related duties as assigned.

Skills:
Interpersonal Skills

Computer Literacy

Math Aptitude
Oral Communication Skills
Customer Relations

Negotiations

Customer Service

Organization


Technical Communication Diplomacy


Planning


Reading Skills

Professionalism

Time Management

Ability to Multitask

Written Communication Skills

Education/Training:
Degree:  High School Diploma or Equivalent

Experience:
Prior customer service experience helpful.
Certifications/Licenses:
ASE Service Consultant (required) and Parts Specialist (recommended) Certifications
Valid Drivers License – must meet insurance underwriting requirements
