
"Fixed Right the First Time, Every Time"

This is not an empty phrase!  You are spending a lot of money trying to move the needle on CSI but it is just not happening like you want, expect or deserve, without a lot of expense.
With your eye on long-term customer retention, you are considering giving even more away to help make this happen!  Your technicians are trained but it just appears that you do not have all the parts you need, when you need them.  You’re watching customers drive away with no repairs done, only to have to come back when the parts arrive, if they come back at all.  Your parts and service managers, advisors, counter people and technicians are continuing to do things the same way as they always have but somehow KEEP hoping for better results. Unattended, overnight delivery of Daily Stock Orders is great but is just not soon enough! If the parts were on hand before the car arrived, Only a one day loaner would be involved and you would not be worried about getting the customer back for installation, let alone keeping them happy enough to return, again and again.

In the words of the great Albert Einstein, INSANITY is “endlessly repeating the same process, (but) hoping for a different (better) result.”

Is insanity running rampant in your store?


Your service manager, try as they might to do everything possible for your customers, feels powerless when it comes to parts availability.  Even when you do stock certain parts, frequently the inventory count is off, and then the fire drill begins.  Try another dealer, VOR it; take it off of another car… WE NEED IT NOW!  Sound like insanity?

When the smoke clears you find your service efficiency and service net profits have suffered.  Some of your customers do not come back, your diagnostic time is unrecoverable, and you have lost serious parts and labor revenues and profits.  Where did your customers end up?  Maybe at your nearest competitor, or one of the aftermarket companies trying to siphon off as much of our business as possible.  It is very clear that the aftermarket IS selling more than four times as many parts as franchised automobile dealerships.  Someone else IS making the profit on these parts and labor sales that could have been yours!

An easier way does exist for your dealership to have a higher score on "Fixed Right the First Time" and to spend less money getting there!  The solution, however, does involve some specialized knowledge and your support and commitment.  This means you ask to review certain reports weekly or monthly, you follow up on several key procedures, and occasionally maybe you even count a part or two.  What you are really doing is instilling accountability in all of your people, and leading the way to effective long-term customer retention!

You’ve heard the phrase The right part at the right price, right now.  Well, your parts computer system has had the ability to predict or forecast future parts demand in your retail establishment with an 70%+ degree of accuracy for over 20 years. With our help that can become 90+ percent.  However, unless specific policies, processes and procedures are in place, it’s just working at one-half of its real capacity.  

Get the answer to these questions and more.  Our

focus will be on two issues that are near and dear to all of us…
INCREASED NET PROFIT & LONG-TERM CUSTOMER RETENTION

(Quotes taken from speech Jim Walter, President & CEO of Dealership CSI, delivers to Automotive Dealership Owners and/G.M.’s)

