
PHONE
TECHNIQUES
TOP SERVICE DEPARTMENTS

The

ost service departments view the phone as a headache rather than potential 
revenue waiting to be captured. That’s unfortunate, especially when each phone 
call costs hundreds of dollars to generate and phone experience often dictates 

whether a customer will choose to service his or her vehicle with you or the dealership 
down the street.

Top service departments leverage a simple, yet effective acronym to do more with the 
phone leads they’re already driving and ensure every caller has the best possible phone 
experience. The “CRISP” methodology guides callers toward a booked appointment and 
keeps dealers focused on the phone metrics that directly impact their bottom line.

CRISP stands for Connect, Request the Inspection, Set, and Pursue.
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Use to Improve CSI and Capture More Revenue



One of the top challenges service departments have on the phone is simply connecting callers to someone 
who can help them. In fact, statistics show 39% of callers never reach someone who can help them book 
a service appointment or address their concern.

The road to improvement starts when you 
properly staff your BDC or service team. That 
way, there’s always someone available to pick up 
the phone. Even when you have enough people, 
conflicting schedules or a lack of process can 
cause calls to slip through the cracks. Consider 
utilizing a multi-ring, which allows you to ring 
multiple phones at the same time. The first 
qualified service rep who answers is connected 
through to the caller.

52% of callers will not call back if their initial call 
isn’t answered. Call scheduling allows you to 
control the routing of calls based on time of day 
or day of week. Consider using call scheduling 
outside of normal business hours to reroute 
phones to a call center or cell phone(s). Even if 
your service advisors aren’t in the dealership, 
calls need to be handled properly and potential 
customers still require assistance.

If you called my phone and I just let it go to 
voicemail, did I answer your call? Of course not. 
You don’t need to be a phone expert to know that. 
Unfortunately, this exact scenario happens every 
day with customers calling service departments. 

Using a warm transfer procedure eliminates 
a receptionist-forced forward – every caller’s 
worst nightmare. A warm transfer is where the 
receptionist first checks to see if the caller’s 
intended party is available to help before blindly 
transferring the caller over. If the intended party 
is not available, the receptionist does everything 
possible to help the caller or escalates the call to a 
manager. As a last resort, the receptionist takes a 
live message and sets expectations for a return call. 
Make sure no customer gets sent to an advisor’s 
voicemail unless specifically requested.

Another way to boost connectivity is to use a 
phone bridge (also called an IVR or phone tree) 
– the friendly greeting that says “Press 1 for sales, 
2 for service, 3 for parts, or 0 for the operator.” A 
bridge efficiently routes each caller to the correct 
department before anyone even answers the 
phone, significantly improving the customer 
experience.

CALL SCHEDULING

PROPERLY STAFF THE PHONES WARM TRANSFER

PHONE BRIDGE

CONNECT
BEST PRACTICES
con•nect / verb / Get your callers connected quickly to someone who can help. 



Your team is doing a great job connecting 
calls. You’ve got interested prospects and your 
conversations are smooth. You feel like your 
agents are prioritizing the phone, and it shows 
in how many calls you’re connecting each day. 

We know the vast majority of vehicles serviced 
are first booked for an appointment over the 
phone. So what is the most important thing you 
can do on a phone call? Sell the appointment 
and avoid the pitfall of price quoting or 
attempting to handle detailed inquiries over 
the phone. 

Often, customers are shopping for the best 
price to service their vehicles. Take time to 
listen to the customer’s questions, comments, 
and concerns when he or she calls you. Assure 
him or her the best way you can assess the 
vehicle and provide verified recommendations 
and pricing is by making an appointment with a 
factory-certified technician at your dealership. 

Your advisors are trained by the brand and 
are “factory-certified.” They are fluent in every 
possible repair order and model a customer 
brings in and can give the best insight on the 
maintenance of his or her vehicle. Lean on the 
expertise of your “factory-certified technicians” 
and request the inspection on every call.

Phone handlers might say something like this: 

REQUEST THE INSPECTION
BEST PRACTICES

Did a factory-certified technician confirm 
you needed front brakes? We’d suggest 
our certified technicians first take a look 
for you to verify that’s what’s going on 
and provide a fair recommendation and 
price. When can you come in?

re•quest / verb / Request the inspection and invite callers in for an appointment. 



SET
BEST PRACTICES

You’re connecting calls and inviting prospects 
in for service appointments. Great! But 
here’s the tricky part about actually bringing 
in more prospects: effectively getting those 
appointments scheduled and ensuring they 
show up so your bays are fully utilized.

Everyone is busy; that’s just a fact of life. 
When your prospects call in, they want to feel 
confident their needs will be met. This entails 
you proactively setting specific appointment 
times and expectations of service.

Set “firm appointments,” meaning a specific 
date and time to come in for an appointment. 
Avoid “soft appointments,” which are when 
prospects agree to “swing by and drop off their 
vehicle.” Car Wars’ data shows a customer will 
accept a firm appointment 88% of the time 
when asked. So what do you have to lose?

Soft appointments often result in the most 
coveted times of the day and week packed 
with customers trying to get an oil change 
or issue assessed. Wait times build up and 
customers get impatient. This leads to hits on 
CSI as customers are frustrated by having to 
wait, even when they were warned about the 
possibility.

Put a new policy in place: All appointments 
must have a firm date and time, even if the 
customer intends to drop his or her vehicle off. 
This creates accountability for the customer 
to show up and communicates the vehicle will 
have your technician’s full attention.

“Are you available to come in on 
Wednesday or Friday?”

“Would a morning or afternoon 
appointment be better for you?”

“I have time at 1 p.m. and 4:30 p.m. on 
Friday. Which one is better for you?”

Once the appointment is set, make sure the 
customer is logged in CRM and ask for the 
customer’s consent to receive a text and/or 
email reminder of their appointment. Doing so 
leaves less room for surprise cancellations or 
forgetfulness on either side.

To get those firm acceptances, provide options. 
When inviting prospects in for an inspection, 
offer at least two different dates and times. 
Offering time and date options makes your 
prospects feel as though they’ve already 
agreed to the appointment and will naturally 
choose between the two. For example:

set / verb / Agree on a specific date and time, and confirm with a reminder.



Now that you are booking firm ROs, it’s time 
to take your phone processes to the next 
level with proactive outreach. Every high-
performing, process-driven dealership needs 
an effective outbound calling program.

Outbound call tracking is a new concept for 
many service departments, but the importance 
of making outbound calls hasn’t been lost. 
Customers appreciate the minimal effort it 
takes to follow up on the status of their vehicle 
currently being serviced or provide a reminder 
for an upcoming appointment. Additionally, 
this helps your service department improve 
CSI, fill service bays, and retain customers. 

Your team needs to be proactively calling 
customers to:

PURSUE
BEST PRACTICES
pur•sue / verb / Proactively reach out to customers and salvage missed opportunities.  

These simple, low-risk outbound calls have a 
huge impact on your customer’s experience. 
Good things happen when you connect with 
customers on the phone. 

Having the right metrics and processes to 
measure your outbound efforts and hold your 
team accountable is where the game changes. 
Car Wars helps Service Managers ensure they 
are spending their time making the right calls 
and booking appointments when possible.

Salvage declined service requests or 
callers who weren’t able to connect 
with a service advisor

•

Rebook no-shows or cancellations•
Confirm upcoming appointments•
Schedule first and second service 
appointments after a recent purchase

•

Provide regular status updates for 
vehicles currently being serviced

•

Schedule overdue service appointments•

https://www.carwars.com/home/service/?utm_source=content&utm_medium=digital&utm_campaign=4_tech_guide_service&tacticid=6276


CHECKLIST
CRISP

CONNECTC
Ensure every caller connects with 
someone who can address his or her 
needs.

Use after-hours call scheduling to route 
callers to a call center or cell phone(s) 
when advisors are not in the dealership.

Implement a warm transfer process to 
avoid sending the customer to voicemail 
unless specifically requested.

Utilize a bridge to quickly route callers to 
the correct department before anyone 
even answers the phone.

REQUEST THE INSPECTIONRI
Every single service opportunity with a 
prospective customer should result in an 
appointment request.

Avoid the pitfall of quoting price or 
attempting to handle detailed inquiries 
over the phone. 

SETS

Improve show rates with a firm 
appointment for a specific date and 
time. Ex. “I have time at 3 p.m. and 4p.m. 
on Friday. Which one is better for you?”

Avoid soft appointments. Ex. “I’ll swing by 
sometime this weekend to drop off my 
vehicle.”

Offer at least two different dates and 
times to eliminate the possibility of the 
caller saying no.

Remind the caller of the appointment 
with an email or text confirmation and 
provide expectations for the visit.

PURSUEP

A firm appointment is 
3x more likely to show!

Gather contact information, verify 
communication preferences, and remind 
customers of upcoming appointments.

Call no-show appointments, declined 
service follow-ups, and stranded callers 
to meet retention goals.

Provide regular status updates for 
vehicles currently being serviced to 
boost CSI.

READY TO LEARN MORE?
Visit carwars.com/home/resources/own-the-phone-tips for a 

“How to Warm Transfer” Cheat Sheet and other additional resources! 

Lean on the expertise of your “factory-
certified technicians” and sell the 
appointment. 

https://www.carwars.com/home/resources/a/warm-transfer.cfm?utm_source=content&utm_medium=digital&utm_campaign=4_tech_guide_service&tacticid=6276


22 Outstanding Pursue Opportunities 1 OF 3

Pursue Box SEARCH ALL CALLS

Connected, Sales opp, No appt request Bryce Kent
51% Talk Time

Thu, Dec 31 - 8:57 AM Williamstown Honda

CUSTOMER INFO OPEN IN CRM214-555-0000

Website 469-555-1000 Ext 3

A Human Reviewer reviewed the call as 
No appt request.

00:00 02:23

Recap By Human Reviewer

Human review: The customer was calling to: ask about the availability of a Honda Accord LX, stock #18633. The agent tells 
the customer: he needs to check on the availability of the vehicle. The result of the call was: The agent will follow up on the...

Mike Williams

Dashboard

Configuration

Search For A Call

Dialer

Account

Support

Rick Tanner
Dallas #12345

Pursue Box

Reports

Resources

Tuesday, March 1

Missed Opportunity Alert
Appt opp, no request 
https://rvcll.com/touch.cfm?u=nskfn&viRjvi&a=
sms.

Mail 3m ago

9 00



carwars.com/home/service    |    833-551-1628

DOMINATE THE PHONE 
IN SERVICEIN SERVICE

GET A DEMO TODAY!

Car Wars helps service departments 
provide an optimal customer experience, 

book more repair orders, and gain 
actionable insight into their phone calls. 

Receive text and email alerts to actively 
rescue an opportunity before it’s too late! 

SALVAGE MISSED
OPPORTUNITIES
SALVAGE MISSED
OPPORTUNITIES

GET FULL TRANSPARENCY 
ON EVERY SINGLE CALL
Gain actionable insight into every inbound 
and outbound call or text so you know 
what is happening on your phone lines 
and where your staff is falling short.

GET FULL TRANSPARENCY 
ON EVERY SINGLE CALL

https://www.carwars.com/home/service/?utm_source=content&utm_medium=digital&utm_campaign=4_tech_guide_service&tacticid=6276

