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This workshop is designed to equip Customer facing staff like Parts Counter Advisors, Field and Service 

Technicians and Inside Sales Reps with the skills, knowledge, and tools to provide outstanding customer 

service that exceeds expectations in each encounter at the dealership. 

This one-day, Instructor-led course will teach participants how to build rapport with customers, how to 

handle conflict and develop a customer-centric culture within the dealership. The course features 

numerous exercises, customized video elements and activities that allow participants to practice the 

key skills taught throughout the training. 

This workshop can be held on-site at a dealer location or is available in a virtual format and offers an 

optional cross-selling and up-selling component (1/2-day) that will equip participants with sales 

techniques and tools for growing business with your customers. 

 

 

 

1. Who is involved in meeting expectations? 

2. Customer Expectations 

a. A customer has both needs and expectations that arise from any encounter with a member 

of the dealership. 

b. Customer needs are usually tangible. A customer may require a product or service, have 

a problem that needs a solution or need to ask a question. Sometimes a customer may 

require your assistance to define and determine their needs. 

c. Customer expectations are often intangible. Expectations center on how the contact with 

a member of the dealership is managed and handled, and how the issues raised during the 

contact are addressed.  

d. This course is about focusing on exceeding customer expectations in each customer 

encounter at the dealership. 

3. The Big Picture – Everyone is involved! 

a. Learn the “big picture” of meeting customer expectations by assessing your current 

performance. You will learn how to determine a customer’s expectations and develop 

guidelines for meeting those expectations. And you will learn how to create a great first 

and last impression – whether over the phone or face-to-face. 

b. Create a good first impression on the customer, both over the phone and face-to-face. 

c. The Big Picture Self-Assessment 

 

 

 

 

High-Impact Customer Experience   
  
 Instructor-led Training  

 

                                                       Course Outline 
 



 02.17.20   2 

4. What is a Service Mindset? - An approach to meeting customer expectations 

a. Learn how to develop techniques and skills to handle challenging situations while 

meeting customer expectations, and how to conduct a customer interview to gather 

critical information necessary to meet their needs, including the special challenges of 

communicating with a customer using the telephone. 

b. The Service Mindset – 

i. Know who is involved 

ii. Perception affects attitude - attitude affects behavior - behavior affects 

expectations 

iii. Look through the customer’s eyes 

iv. view complaints as opportunities 

c. Service professionals committed to providing exceptional service look at things 

differently than the typical person. Individuals who are committed to providing 

exceptional service have developed a service mindset that keeps them centered and 

focused on what is truly important. 

d. A service mindset maximizes the opportunity at each customer interaction to build trust. 

When occasional problems do arise, the service professional and the organization have a 

bank of trust to draw from to address the problem. 

5. Day-to-Day Customer Interactions – Customer situations common to dealer job roles 

a. Focusing on specific day-to-day customer interactions you will encounter on the job and 

customer situations common to many dealer job roles. You will learn critical listening 

skills necessary to understand and diagnose customer situations and how to make 

successful outbound calls. 

b. Five Key listening techniques 

 

6. Tools of the Trade – How to cope with difficult situations 

a. An exercise that includes instruction on the tools of the trade such as: 

i.  Recovering from a bad situation – STOP, DROP, and ROLL 

ii. Handling angry, difficult, or assertive/demanding customers 

 

7. Cross-Selling and Upselling – Optional, ½-day training  

a. Using a transition question to bridge from customer needs to ancillary products and 

services (e.g., gaskets, hardware, maintenance supplies) 

b. How to use open ended questions to uncover customer needs 

c. Uncovering the customer’s pain points: Problems – opportunity – strategy 

d. Features – Advantage – Benefits  

e. Identifying key customer business issues so we can offer a solution 

f. Prequalifying attributes of the product or service as benefits to the customer 

g. Managing the sales cycle (using the customer’s business pain in the conversation)  

h. The sales conversation 

i. What is your selling style? (Exercise) 

j. Adapting your style to the style of your buyer 

k. Overcoming objections  

l. Asking for the order 

 

 


