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POSITION TITLE: Service Advisor
LOCATION: XYZ Auto's

Position Objectives	
Commit to the core values of XYZ Auto
Act as the principal contact between the business and customers for repair and maintenance service on vehicles
Maximise XYZ’s sales of service and parts
Ensure customer satisfaction
Any other duties as requested by management
Organisational Relationships	

	Responsible to
(immediate supervisor)
	Service Manager / Business Owner

	Supervision of
(direct)
	Nil



Position Responsibilities	 Customer Satisfaction
Greet customers promptly and courteously
Maintain a complete customer relations and follow-up policy that ensures maximum customer satisfaction
Resolve all customer complaints immediately to build customer loyalty
Establish and maintain clear standards for customer treatment
Monitor all customer survey results to ensure correct procedures in maintaining customer satisfaction target levels. Regularly report on customer survey results to management to ensure systems and processes are established to ensure a high level of customer satisfaction is maintained
Follow up and resolve all customer action reports in a timely and professional manner to ensure complete customer satisfaction
General
Record appointments requested by customers via XYZ Auto's appointments system
Complete repair orders and other necessary documentation on arrival of customer
Ensure the accuracy of customer details on repair orders and computer records and update where necessary
Determine estimate of cost, time when vehicle will be ready and method of payment
Obtain customer contact number in case customer needs to be contacted during the service
Ensure all repair orders are signed by the client before the commencement of service work
Obtain an order number from fleet lease companies prior to the commencement of work
Ensure vehicle keys are correctly tagged
Record and follow up the status of repairs to ensure that vehicle will be ready when promised
Ensure completed repairs are quality tested as per XYZ’s Quality Assurance Processes
Obtain authorisation in writing from customers when estimate of costs needs to be changed and when extra work is found to be necessary,
Proactively advise customer in advance when vehicle cannot be ready at the agreed time
Contact customer as soon as the vehicle is ready to be collected
Ensure security of customer’s vehicles
Check that vehicle presentation is to required standard on completion of work
Explain all aspects of the job and work carried out to the customer and ensure the customer is happy with the explanations and the work carried out
Attend to telephone service enquires and bookings promptly and courteously
Establish, maintain and follow a system for back order parts on behalf of the customer
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Coordinate and cooperate with all other relevant team members to ensure the job is completed on time
Contact all customers who have not responded to their service booking
Utilise any stored customer information regarding previous service to maximize sales per repair order
Carry out other tasks as required by management
Write RO’s efficiently by asking appropriate diagnostic questions to identify customer needs and record all information accurately and legibly
Identify RO’s that require special handling, such as customer waiting, ‘PRIOR REPAIR’ and ‘COME BACK’
Expense Control
Maintain accurate stock reporting 
Maintain parts credit register and return all incorrect or unnecessary parts for credit with suppliers in a timely manner to ensure accurate reconciliation 
Ensure cash sale repairs are paid for prior to releasing vehicle
Obtain management approval before reducing the price of any part or service.


Housekeeping/Safety
Maintain a high degree of product knowledge on all vehicles serviced and repaired by XYZ Auto
Follow housekeeping, safety and security procedures that result in a safe and attractive working environment
Maintain attractive customer lounge and reception areas
Discourage, in a friendly manner, any entry to work areas by customers to ensure the safety of all concerned
Follow and comply with all the XYZ Auto’s workplace health and safety procedures
Quality
Maintain adherence to XYZ Auto's standards
Report all customer complaints (internal and external) and conditions that are adverse to the operational efficiency of the business or achievement of quality
Make suggestions for improvement as appropriate
Achieve KPI results as set by management
Authority and Accountability	

Performance standards for this position are met when:
Monthly customer labour sales objectives, established with management, are achieved
Total customer satisfaction is achieved with all customers
No customer complaints arise which have been caused by or could have been caused by or could have been prevented by the Service Advisor
The XYZ Auto service follow-up program is maintained and followed in a manner required by the business owners
All customer complaints and adverse customer survey returns are attended to immediately
All team members can read and understand information written on RO’s
All internal procedures as directed by management are adhered to



Work, Health, Safety	
Cares for the health and safety of self and others
Follows workplace procedures and instructions to achieve good WHS practice
Maintain tools, equipment and facilities to make sure of safe performance and good WHS practice
Identifies and reports unsafe, unhealthy or hazardous working conditions
Uses Continuous Improvement Requests to report WHS hazards and risks or to suggest improvements
Uses personal protective equipment as required
Does not engage in practical jokes that could harm the health or safety of another person
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Health and Wellbeing

The role can be physical in nature and involves standing for long periods of time, regular bending, twisting, lifting and reaching movements.
The role can also be psychologically demanding with deadlines, customer demands and complaints in a fast paced environment.
Do you have a pre-existing injury or medical condition/disability that would affect your ability to do this work?
YES / NO	(If you answered NO Please sign and date page)
If so, can you provide details of the injury/illness/disability or medical condition, and any current restrictions it may have on your ability to do the work?



Are there any ways that we might be able to reasonably accommodate your restrictions that would enable you to perform this work satisfactorily?



Considering the nature of the work as described above, is there anything associated with the role that could exacerbate your medical condition/injury/disability?


Please note that if you fail to disclose an existing medical condition, disability or injury that can impact on your ability
to perform the inherent requirements of the position which is the subject of this application, may also result in the termination of your employment.
Essential Skills	
Strong customer service skills
Adequate knowledge of motor vehicles
Well-developed communication skills and telephone techniques
Adequate administration, customer handling and driving skills

Desirable Skills	
Previous sales experience
Previous experience with automotive products
The above Job Description is accepted and understood and I have read and understand that it is relevant to my position within the Dealer

NAME ……………………………………………….	SIGN……………………………..………. DATE …………………………
