VPU-029

Delivering Complete Customer Satisfaction

1 - Day Interactive Collision Center Workshop

Highlights:

Delivering Complete Customer Satisfaction is designed for large collision centers
and multi shop operators (MSQ’s) that wish to make an ongoing commitment to truly
achieving complete customer satisfaction throughout their business. This highly
interactive course will assist each collision center or MSO in developing a personal
customer service model that can be duplicated by all personnel and in each location.
Each business will evaluate how they currently provide customer service and develop
their own customer service plan. Students will leave with the tools necessary for
continued improvement, training new staff and implementing policy that delivers
outstanding customer service—repeatedly.

Who Should Attend:

Collision Center Managers, Damage Writers, Customer Service Reps, Receptionists

Key Points:

e The Importance of complete customer satisfaction

e |dentify the difference between satisfied customers and completely
satisfied customers

e Develop unique action plans for each business to meet local needs

e The interactive opportunities in the customer service process

e Coaching techniques for managers

e Follow-up goals and objectives based on individual business plans

Learning Objectives:

Upon successful completion, participants should be able to:

e Better understand the importance of complete customer satisfaction

e |mplement a systematic approach to identifying and meeting customer
needs during the five interactive opportunities that recur in every repair

e Document each step of the process with tools, forms, scripts and
checklists

e [ earn how to tailor elements of the system to meet unique business
conditions
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