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The objective of the Reservation & Pre-Work is to Engage the Customer with 

Enthusiasm while Exchanging Information.  

Your actions here exhibit your professionalism and set the stage for a great 

experience for your customer. 

Use the checklist below to remember what actions to take before the customer 

arrives for their appointment.  

 ACTION EXAMPLES 

 Create detailed 

appointment when the 

driver calls 

 

 

Give options, such as: 

 Tuesday or Wednesday 

 Morning or afternoon 

 9 or 11 

 

Collect the issue in customer’s own words 

and read back to them word for word. 

 

Verify that customer is in your records 

 

Confirm all contact information 

 

Capture approximate mileage of vehicle 

 

 Pull Service Record and 

Transaction History 

Print out services performed on prior visits 

 

Print a pre-work order & attach the service 

record 

 

 Validate parts availability Confirm known parts/supplies are available 

or order for arrival prior to reservation 

 

Note other maintenance or repairs that can 

be sold while customer is here 

 

 Confirm appointment 

with customer 

Phone customer to confirm day/time and 

reschedule as necessary 
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