Isolate (Initial Concern) Presentation Script - V6
Mr. / Mrs. _________________ this is ________________ from _____________ is now a good

        (Customers name)                                  (Your name)                                    (Shop name)   
 time to talk?   If the answer is “No”… responding with…When is a Good time to call you back?

           If the answer is “yes”… respond with… Great! 

My ASE technician________________ and I have personally inspected ___________________
                               (F&B)      (Tech’s first Name)  (Credibility)                                           (Mirror back Concern as customer stated)

And have taken digital photographs of your _________ concerns you are having with your vehicle.
Over all the ____________________ is in Great Shape. (If it truly it is)
 
          (System being addressed only)

List Three Positive Of The Particular System We Are Addressing:

                          (All for reassurances)
The _____________________________ is in _______shape, (choose the proper wordage, normal,
                                                                          (Insert word)             excellent, not leaking, good, great, 
The _____________________________ is in ________ shape,         condition, satisfactory)
                                                                           (Insert word)         
The _____________________________ is in ________ shape,
                                                                           (Insert word)         
We have isolated your concern and identified these items needing immediate attention (Deliver with Urgency and Conviction!) and this will correct your concern about ______________________________________
_______________________________________________________________________________,
Again, overall the _______________________ is in Great Shape! (Reassurance)

                              (System being addressed)            
The good news is the parts are in stock.  (Assuming the sale)
Your investment today is $_________________ dollars (include all taxes and ad on fees),   

So with your permission I’ll have ____________________ get started on the repairs.  
      (Do not pause keep pushing through)          (Insert tech’s first name)
Is there a particular time you would like your vehicle to be ready? _____ (Wait for the answer)
This repair has a __ month - ____ miles Nationwide Guarantee and while the 

                                          (F & B and Reassurance)                                              
vehicle is in the shop we will also Perform a complete Maintenance inspection, to make sure that 

rest of the vehicle is in  safe and operating order (FREE OF CHARGE).  I’ll give you a call back 

to update you on the progress of the repairs and let you know if we identified any additional 

concerns during the inspection. 

Is this a good number to reach you in 30-45 minutes? (Verify the number where they will be)
Thank you - I will be talking with you soon.  (Always assume the customer wants it fixed!!!)
Mission Critical Steps and Thoughts!

What is the number one reason technicians want to get paid for the PMI process?  It’s because of the lack of confidence you can sell the work they find.

Rehearsal – Rehearsal - Rehearsal then delivery the presentation script and your yes responses will increase.

What objections might the client have? Be prepared write them down and have a response ready.

**** The customer needs to be called back at least twice with in the day to inform them on the progress of the repair.

If the answer is No! You need to ask - Why? If the answer continues as know turn the sale over to someone else, with this script so they can follow exactly what you said. 

If you personally touch feel and smell the vehicle that will give your voice the conviction it needs to have. (Don’t skip this step)

Do not invite them into the PMI until you have isolated and fixed the initial concern or you are confident the isolate is fixed.

******************* (All must be done politely and with credibility) ********************  
To Overcome Objections:

Price objection:  Our prices are very fair for the quality services we deliver.  I’ll go ahead and have __________ get started and I will call you latter today to give you an update on the repairs.  Is this a good number to call you _______________.  I’ll call you before _____ pm.

A no is a Yes! (Find the feature and benefit that will overcome the no) They are telling us they don’t trust us yet!

No objection: May I come down and pick you up and show you first hand what we identified on you vehicle. (Invite back for a show and tell session)

If we get a no our presentation was not good enough.
Feature and Benefit List:

36 month 36,000 mile Nationwide Prorated Guarantee / Amazing Store Hours - 7:00 am to 7:00 pm

 Convenient Credit Terms / Convenient Customer Shuttle

Certified Technicians / We Accept Extended Warranties
