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To personalize your business even more, and give your

Segment 3

staff some appreciated recognition, you can include short
profiles of your employees in your company brochure.
Profiles also enable you to specify your staff's
qualifications.

When you come to

for service,

greet you and make sure

he/she

will

Name of Business

knows what you want and need.

Name of Service Advisor or Manager

has

First Name of SA or Mgr #

years of automotive experience, and looks forward to the opportunity to serve you.

isa technician with years of automotive
Name of Technician master? #
experience. is certified in .
First Name of Tech ASE or other Technical Area
, , and
Technical Area Technical Area Technical Area
isa technician with years of automotive
Name of Technician master? #
experience. specializes in .
First Name of Tech Technical Area
, , and
Technical Area Technical Area Technical Area
isa technician with years of automotive
Name of Technician master? #
experience. is certified in ,
First Name of Tech ASE or other Technical Area
, , and
Technical Area Technical Area Technical Area
isa technician with years of automotive
Name of Technician master? #

experience.

specializes in

First Name of Tech

, , and

Technical Area

Technical Area

Technical Area

Technical Area
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isa technician with years of automotive
Name of Technician master? #
experience. is certified in :
First Name of Tech ASE or other Technical Area
, , and
Technical Area Technical Area Technical Area
OR
isa technician with years of automotive
Name of Technician master? #
experience. specializes in :
First Name of Tech Technical Area
) , and
Technical Area Technical Area Technical Area
isa technician with years of automotive
Name of Technician master? #
experience. is certified in :
First Name of Tech ASE or other Technical Area
) , and
Technical Area Technical Area Technical Area
OR
isa technician with years of automotive
Name of Technician master? #
experience. specializes in :
First Name of Tech Technical Area
) , and
Technical Area Technical Area Technical Area
is ‘s cashier. will
Name of Cashier Name of Business He/She

make sure you understand every charge on your invoice.

is the for
Name of Administrative Assistant Title Name of Business

provides valuable assistance to everyone in the company to make sure customers are
He/She

satisfied with ‘s service.
Name of Business

. —
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Ron Johnson has been serving the
River Bend community for 17 years.
He has 28 years of automotive
service and repair experience, with
ASE certifications in Brakes and Air
Conditioning.

Total Care Automotive Service Center
has developed a well-earned
reputation for making sure customers’
needs are taken care of, getting
customers’ vehicles fixed right the
first time, and standing behind service
and repair work 100%.

37% of his customers have been
having their vehicles serviced at
Total Care Automotive Service
Center for over 20 years.

Ron Johnson is the name you can
count on when you want service you
can count on.

In addition to top-notch service,
Total Care Automotive Service
Center also has a top-notch staff
to serve you.

When you come in for service, Jill
Underwood will greet you and make
sure she knows what you want and
need. Jill has 8 years of automotive
experience, and looks forward to the
opportunity to serve you.

Jim Edgerton is a master technician
with 8 years of automotive
experience. Jim is ASE certified in
Steering and Suspension, and
Electrical Systems.

Bill Riley is a technician with 4 years
of automotive experience. Bill is ASE
certified in Engine Diagnostics.

Betty Miller is our cashier. She will
make sure you understand every
charge on your invoice.

Working behind the scenes is Alice
Thompson. Alice provides valuable
assistance to everyone in the
company to make sure customers
are satisfied with Total Care service.

When you need it
done right the first
time...every time.

Total Gare
Automotive
Service Genter

“Where customers are heard, not herded.”

2600 West Main Street
Hillside, NE70242
(806) 621-5000

Total Care Automotive Service
Center makes the following
commitments to all customers:

We will listen carefully to your
concerns, needs and wants.

We will thoroughly explain the
service and/or repairs your
vehicle needs and tell you why.

Only highly trained technicians
will service your vehicle.

We will keep a detailed record
of all services we perform on
your vehicle.

If, for any reason,
you are not pleased
with our service,
we will do whatever it takes
until you are
completely satisfied ...
no ifs, ands or buts!

Preventive Maintenance
Tune-up

Engine Repair

Brakes

Electrical

Mufflers / Tail pipes

Air Conditioning

Towing

Batteries and fluids

In addition to the preceding
services, Total Care Automotive
Service Center will perform a
safety inspection on your vehicle
at no cost. We’'ll notify you of
anything that may create a safety
hazard. This is one way we can
make sure you have safe, reliable
transportation.

We also have a clean, comfortable
lounge for customers who want to
wait for their vehicle. Or, we® be
happy to drop you off when you
bring your vehicle in and pick you
up when your vehicle is ready.

Our standard warranty is 90 days
on parts and labor. Or, for a small
additional fee, we offer a 12
month / 12,000 mile, one year
extended warranty on parts and
labor.

With either warranty, if anything
goes wrong during the warranty
period, just bring it in and we’ll fix
it at no cost to you.

Some parts also have limited
warranties up to one year from the
date of service.

We want the opportunity to
demonstrate the quality of
our service to new
customers. To get that
opportunity, we offer all
first time customers:

12.95 oil change.

5% off on all parts on
the first service or
repair we perform.
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The following are the steps to completing your
company brochure:

Determine the content to be included in your
brochure.

You can either hire someone to wite your copy
for you, ask your local printer for assistance, or
write the copy yourself.

Take the photographs to be included in your
brochure.

Based upon the content in your brochure,
determine what photographs will be appropriate.
For example, some of the photographs that can
be used in a company brochure are:

— Front of your shop (with or without your
staff).

Make sure the front of your shop is neat,
clean, uncluttered (Windows as well as
outside), trimmed (no weeds or high grass)
and freshly painted (Where needed).

— Owner(s) —shoulders and head pictures
rather than full body pictures.

— Special equipment or tools that show
capability in more sophisticated services.

— Neat, clean, professional-looking bay (can
include a vehicle being serviced by a
technician).

— Small shoulder and head pictures of the staff
to be included with short profiles.

If you take your own photographs, either use a
digital camera or have your photos processed
onto a diskette or compact disc for easier use by
a printer. If you don't have a camera, you can
purchase a disposable camera to take pictures
(available at Wal-Mart, K-Mart, etc.).

erfcrrrerica loreroverrerli Service

Hiring a professional photographer will produce
the most professional looking pictures.

Have your artwork created and brochure
printed.

The investment you make in a company brochure will
be very small compared with the value of gaining
some new customers (especially to replace the 4%-
9% you will lose each year). It also becomes a
valuable customer retention tool because not all of
your customers know all the services you offer.

Develop a strategy of when and where to distribute
your brochures so you will gain the most benefit. The
following are possible distribution avenues:

Door-to-door drop off by students at all
residences and businesses within a designated
radius of your shop (1 mile, 3 mile, 5 mile, etc).
When dropped off at businesses, delivery people
should ask if one can be posted on each of the
company’s bulletin boards or a small stack left in
a place where employees can pick themup.

Direct mail brochures to residences within a
certain radius of your shop or, with a more
refined mailing list, targeted to residences with
certain age groups or income levels. In larger
communities, mailing companies will be able to
assist you with acquiring a good list and
processing your mailing for you.
Places where you can either post acopy on a
bulletin board or leave a stack in alocation
where people can take a copy (in some cases,
using “Take One” holders will keep your
brochures neater and more visible). Examples of
distribution places are:
— Grocery stores
— Neighborhood colleges or technical schools
— Bowling alleys and other recreational
facilities
— Restaurants
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— Service stations and other automotive related
businesses that don't perform service and
repairs (detail shops, uphoalstery shops, car
washes, window and glass shops, callision
repair shops, etc.)

— Auto, truck and recreational vehicle shows
— The businesses of satisfied customers

— Qivic or community organizations

Give 3 copies to existing customers (with
referral reward coupons) when they pay for
services and repairs. Ask themto give them out

to people they know.

Give a copy to every new customer.
An insert into local newspapers.

Include in packets used to solicit businesses
and fleets (complete business building programs
for businesses and fleets will be covered ina
later issue of Learn to Earn.

Ultimately your goal is to have your company
brochure in the hands of every person in your market
area.
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Customers are retained when they are satisfied
with the performance of your shop. This does not
mean performance based upon what you think will
satisfy customers. It means performance that fulfills
what your customers actually want, expect and, in
today’'s market, demand.

If you want to know what will satisfy your customers,
you need to ask them. Given the opportunity, most
customers will gladly tell you what they want. Once
you knowwhat customers really want, you can
determine and implement the things your shop needs
to do in order to satisfy them

Lisiriess Ferferrrarice [rreroverrer Service

The Customer Satisfaction Follow-up Program will:

Help you build stronger relations with your
customers. Studies have shown that 70% of the
time customers quit doing business with a
service center because of poor customer
relations.

Provide your customers with an opportunity to let
you know what you're doing right and what you're
doing wrong in serving them— so that you can do
more of what you're doing right and fix areas of
your operation that are not satisfying them

Provide you with away to let your customers
know that you value their business and that you
want to provide them with the highest quality and
most professional service.

Help you increase profits by retaining good
customers. The Harvard Business Review study
has shown that a 5%increase in customer
retention can produce a 25% and greater
increase in profits.

Provide you with a program that pays for itself.
When you add 50¢ to your shop supplies charge
on the service work order, the costs of this
programwill be covered.

The Customer Satisfaction Follow-up Program
contains a Customer Satisfaction Follow-up Card—a
6" x 4" perforated card contained in a 92 x 4” mirror
hanger. Customers fill out, detach and mail in the
response card. The completed follow-up cards are
mailed directly to you so you can tabulate survey
results in the folloning key areas of service center
performance:

Service staff's willingness to
understand the customer’s problem.

Clarity of explanation of analysis and
needed work.

If vehicle was returned to customer
free of grease, ail and fingerprints.

If the customer was satisfied with the
work performed on their vehicle.

If customer perceived the service
center to be neat and clean.

Learn To Earn
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If vehicle was completed on time (time The survey also asks customers for any suggested
promised). improvements in service to them, and provides an
Likelihood that customer will return for Opportunity for custonmers to request being contacted
future work. by a manager.
DATE: LOCATION: WORK ORDER #:
TYPE VEHICLE (Year/Make/Model/Engine): r Foreignr Domestic

Work Performed: r  Alignment r Brakes (ABS) r Brakes (Conventional) r Detal r Diagnostics r Drivetrain r Electrical r Electronics
r Engine r BExhaust r Fuel Injection r Fuel System r Heating, Cooling &A/C r Lube &Oil r Preventive Maintenance

r SafetyChecks r Smog Checks r Steering & Suspension r Tires r Transmission r Tune-up/ Driveability

Please Print

CUSTOMER NAME: PHONE:

ADDRESS:

Please help us serve you better by circling the number that best fits your experience —1 (Poor) 2 (Fair) 3 (Good) 4 (Excellent):

1. Service staff's willingness to understand my problem. 1 2 3 4 (1)
2. Explanation of the diagnosis and needed work on my vehicle. 1 2 3 4 2
3. Vehicle returned to me free of grease, oil and fingerprints. 1 2 3 4 (3)
4. Satisfaction with the work performed on my vehicle. 1 2 3 4 4
5. Cleanliness and neatness of the Service Center. 1 2 3 4 (5)
6. Likelihood that | will return for future service or repair work. 1 2 3 4 (6)

My vehicle was completed on time. r YES r NO

Please have a manager contactme. r YES r NO
What improvements could we make in our service to you?

Thank you for responding to us. We appreciate your business and hope you will call on us again for service and repair work.

Die Cut

A

YOUR SATISFACTION COMES FIRST
Qur goal is to provide you with the highest quality service. Please let us know how

we're doing by completing the attached postage paid customer response card. Thank | | Perforation
you for helping us serve you better.

Learn To Earn
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Processing the Mirror Hanger

The Customer Satisfaction Survey Mirror Hanger is given to
customers when they pick up their vehicle after it has been
serviced. There are two recommended ways to deliver the

mirror hanger:

Cashier presents mirror hanger when the customer
pays for service.

When service or repair work is completed, the Service
Advisor completes the box at the top of the customer

response card.

DATE — Date of service.
LOCATION — Use if a multi-location service center.
WORK ORDER # — Service Work Order number.

TYPE OF VEHICLE — Year, Make, Model & Engine
(3/4,5,6,8,10 or 12 cylinder). Check box indicating
either Foreign or Domestic.

WORK PERFORMED — Check ALL boxes that apply
to the categories of work performed on the vehicle.

Once the top portion of the card has been filled out,
the Service Advisor gives the mirror hanger to the
Cashier along with the work order or invoice.

When the customer has completed paying for the
service, the Cashier thanks them, gives themthe
mirror hanger and asks themto send in the customer
satisfaction response card.

NOTE:  If the customer is willing to take a couple of
minutes and complete the card right away, the
Cashier makes sure to give the completed
card to management at the end of the day.

“Mr./Mrs./Ms. , thank you for the
opportunity to be of service to you today. Because we
want to make sure we provide the quality of service
that will keep you coming back, here's a postage paid
customer satisfaction response card we hope you'll fill
out and mail. | hope you will take a couple of minutes
and give us feedback on your experience today and
howwe're doing overall. Again, thanks for letting us
serve you today.”

Attach mirror hanger to rearview mirror when vehicle
is prepared for delivery to the customer.

When service or repair work is completed, the Service
Advisor completes the box at the top of the customer

response card.

DATE — Date of service.

LOCATION — Use if a multi-location service center.
WORK ORDER # — Service Work Order number.
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TYPE OF VEHICLE — Year, Make, Model & Engine
(3,4,5,6,8,10 or 12 cylinder). Check box indicating
either Foreign or Domestic.

WORK PERFORMED — Check ALL boxes that apply
to the categories of work performed on the vehicle.

Once the top portion of the card has been filled out,
the Service Advisor attaches the hanger to the
rearview mirror — making sure the incentive offer faces
the customer.

When the Service Advisor finishes reviewing the work
performed with the customer, he thanks the customer
and asks themto send in the customer satisfaction
card attached to their rearview mirror.

“Mr./NMrs./Vs. thank you for the
opportunity to be of service to you today. Because we
want to make sure we provide the quality of service
that will keep you coming back, I've placed a postage
paid customer satisfaction response card on your
rearview mirror. | hope you will take a couple of
minutes and give us feedback on your experience
today and howwe're doing overall. Again, thanks for
letting us serve you today.”

Use the template on Page 6 when working with a printing
company on printing your survey cards.

You can either get a Business Reply Mail account and permit
number from the post office or you can attach a first class
postage stamp to the return card. The Business Reply Mail
approach is more economical because you only pay postage on
the cards that are returned.

Once your complete artwork has been prepared and a sample
produced, the post office must approve your artwork and card
stock before you have a large quantity printed. Be sure you work
with a printer who has prior experience producing business reply
mail artwork because the post office is very demanding in how
exact your artwork and card stock must be. Also, allow5-10
days to receive approval (or revision requirements) fromthe

post office.

%)

.
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Develop profiles and a picture of each of your staff if
you elect to include them in your company brochure. It's
agood ideato have them even if you don't use them
right away.

Develop a Customer Satisfaction Follow-up mirror
hanger card. Determine the questions to ask and if
you will use the cashier or business reply mail
approach.
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Answers to quiz at the bottomgf this page.

Volume 4, Segment 3

Circle Your Answers

1

Including your staff in your company
brochure will provide them with some
appreciated recognition.

A True

B) False

If you include staff in your company
brochure, only include your technicians,
not any support staff.

A True

B) False

“Take One” holders to keep your company
brochures neat and clean are a waste of
money.

A True

B) False

4. Once you complete your company

brochure, your should:

A) Give 3 copies to every customer.

B) Give a copy to every new customer.

O Include in packets used to solicit
businesses and fleets.

D) All of the above.

E) None of the above.

. Your Customer Satisfaction Survey Mirror

Hanger should never be given to
customers by the cashier when they pick
up their vehicle after it has been serviced.
A True

B) False

Don’t miss out on 25 TSP bonus points! Here is how to add 25 TSP bonus points to your account!

Complete the above quiz by circling your answers.

Completely fill out the information below: (Please print. Information must be legible to receive credit)

Account Name:

Date:

TSP Account #:

Keep for your records.

Phone Number:
Fax this page to the folloning number 1-800-550-2654.
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