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5 SIMPLE TACTICS TO MASTER DECLINED SERVICE FOLLOW-UPS

5SHOULD BE USING FOR 
DECLINED SERVICE FOLLOW-UPS

TACTICS YOUR SERVICE DEPARTMENT

Declined service follow-ups can easily become 
a burdensome task without the proper tactics 
and strategies in place. This may be a task 
you give to your Service BDC and wonder, 
is their time more valuable spent somewhere 
else? Why waste their time calling customers 
who have already said no? Or your current 
strategies may include offering discounts for 
the declined request, but why train customers 
to wait for a discount?

These outbound calls may feel like a pointless 
task when your time is already spread so 
thin. But, with the proper processes in 
place, declined service follow-ups could 
turn into your biggest asset in outbound 
phone handling in Service. By not taking 
advantage of declined service requests, 
you are leaving money on the table. These 
are usually high-dollar requests and valuable 
customers that need to be strategically 
touched on.
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Don’t rely on one communication channel 
when reaching out to your customers. 
An email or phone call can easily be left 
unopened or missed, while a text message 
has an average open rate of 98% and is 
usually opened within 3 minutes of it being 
delivered! Utilize your Service BDC for 
outbound calls, preschedule customized 
texts, and send personalized emails. By doing 
so, you will increase the likeliness of grabbing 
the customer’s attention.

What should be included in this outreach? Be 
sure to customize emails and texts as much 
as possible. An email with the customer’s 
name, a photo of their vehicle and worn 
parts, details from their latest appointment, 
and a breakdown of personalized 
recommendations will perform much better 
than a bulk email to promote a discount on 
tires. Break up your recommendations to 
your customer by red, yellow, and green-
level repairs so they are not overwhelmed 
with a high price and strategically place 
each item accordingly on that list. Don’t 
just recommend a repair to recommend 
it. Your customers will slowly lose trust 
when they see non-urgent Service repairs in 
the red zone. Be sure to explain each item 
thoroughly.

It can be difficult to know when it is an 
appropriate time to follow up. Set time aside 
on the 1st and 15th of each month, tying 
to when most customers receive their 
paychecks. Most people who will deny a 
service request because of the cost are more 
likely to say yes when they have an influx of 
money coming in.

LEVERAGE MULTI-CHANNEL 
COMMUNICATION FOLLOW-UP

STRATEGY #1
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When sending your multi-channel follow-up, 
specifically texts and emails, include images 
or videos. If you are requesting the customer 
to come in for new tires that had low tread a 
month ago, send them an image of a brand 
new set, as well as a comparison image of 
what theirs looked like at their previous 
appointment. For more complex service 
repairs that need more clarification, have 
the advisor who worked with the customer 
send a video where they walk through the 
repair needed. They can use a vehicle that is 
currently in the shop to point out what the 
part should look like and why it is an issue 
of concern. The personalized touch will 
show how you value their service and are 
looking out for their safety instead of just 
asking for money.

This practice should become a habit. Any 
time a customer declines a recommended 
service, take a photo or video of the worn 
part or vehicle issue. Then, when you do your 
outreach on the 1st and 15th of every month, 
you have visual proof of the repair needed. 
The additional evidence of why the issue is 
a safety concern or is needed for their car 
to run smoothly and last longer may be the 
breaking point to get the customer in for an 
appointment.  

PRESENT THE CUSTOMER 
WITH VISUALS

STRATEGY #2

Hi, this is Jerry with ABC Ford! 
I just tried giving you a call 
but reached your voicemail. 
I talked to Matt, your service 
advisor, who asked me to 
give you a call. We worked 
together on your tires. I 
promised him I would give 
you a call and wanted to see 
how your tires are doing. He 
also mentioned the safety 
concern for your brake pads 
and I want to get something 
scheduled!
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Any time a repeat customer comes in for 
an appointment, check the RO history. 
There may be unresolved declined requests 
from their last visit, and this is the perfect 
opportunity to bring them back to their 
attention. Be sure to highlight the safety 
concern that comes with not repairing those 
parts, or the damage it may be doing to their 
vehicle, instead of presenting it as an upsell.

Besides looking at the RO history from their 
previous appointment, it is also beneficial to 
look at their phone call history. By utilizing a 
tool like Car Wars’ ‘Search For A Call’ feature, 
you can find the customer’s past phone 
conversations by phone number. This allows 
you to dig into prior customer outreach and 
objections to any past service requests made 
over the phone. Their likely response was to 
just complete the repair they had come in 
for and wait on any other recommendations. 
Now you can give them a call back and see if 

it’s a better time by presenting them with the 
safety concerns and urgency of the remaining 
repairs. By reviewing prior calls in Car Wars’ 
‘Search For A Call’ feature before the follow-
up, you are armed with knowledge about 
the customer’s previous objections and 
sentiment over the phone, instead of blindly 
going into the follow-up request call.

Lastly, another good time to bring up safety 
concerns is when calling customers about 
unaddressed recalls. Your Service BDC is 
already taking the time to call and offer them 
a free appointment to address current recalls, 
so be sure to throw in the outstanding service 
requests. Again, don’t come off as asking for 
an upsell, but hone in on the safety concerns 
and importance of vehicle care. Also, don’t 
forget to call them back on the 1st or 15th 
of the month so they will have an influx of 
money at that time. 

SHARE THE SAFETY CONCERNS 
AT THEIR NEXT APPOINTMENT

STRATEGY #3

CAR WARS ‘SEARCH FOR A CALL’ FEATURE

Add Custom Keyword

Fiesta

Ex. Feeyestah, feeyestuh

Word Sounds Like...

Add a New Word *

Your Created Keywords

ADD KEYWORD

SEARCH FOR A CALL

Agent

Call Type

Keywords

Call Outcomes

Adam Smith

Andrea Roberts

Brock Matthews

Bryce Kent

Bethany Ryan

Chris Carter

Carly Henderson

Jenny Johnson

Emily Bryant

James Mayhew

All Of These Words

Any Of These Words Enter words comma separated

Enter words comma separated

Appt declined

Appt not requested

Appt set - Firm

Appt set - Soft

Connected

11/01/2022 - 11/31/2022

FIND CALLS

ADD CUSTOM KEYWORD

Rick Tanner
Ford Williamstown

Dashboard

Pursue Box

Car Wars Reports

Resources

Configuration

Search For A Call

Dialer

Account

Support

214-555-1000

Agent name

ALL INBOUND OUTBOUND

(0 selected)

Advanced Options

INBOUND

Appt declined

Appt requested

Appt set

Appt set - Soft

Connected

OUTBOUND
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You may read through the strategies above 
and feel prepared to start utilizing them at 
your Service Department, but wonder who 
am I going to call? Your scheduler or online 
tool like Xtime or TimeHighway, is a great 
resource when pulling lists that have upsell 
opportunity. You can pull a list of contacts 
you want to target for each specific campaign 
by filtering by the service needed or by a 
particular recall. This will give you a central 
location to pull your contacts from.

With a tool like Car Wars’ Campaign Dialer, 
you can see where each customer stands 
in the follow-up process and organize the 
lists as needed. You want these follow-
up campaigns to be front and center for 
your Service BDC. Import your list that you 
previously made into the tool, then assign 
each contact out to the appropriate agent. 
You can also prioritize customers in order of 
importance and add contact information to 
each one as the list gets updated.

Now, you can go back and have clear insight 
into how many contacts were uploaded, 
called, reached, removed, and are remaining. 
This will give you a good understanding of 
how this new campaign is performing. If you 
are still testing out different strategies, try 
A/B testing. You can label each campaign 
as “Declined Service Follow Up w/ Visuals,” 
“Declined Service Follow Up w/ Multi 
Channel Communication,” “Declined Service 
Follow Up @ Next Appointment,” etc. to see 
which strategies are performing the best. 
Alternatively, you could label these campaigns 
by the service repair required, recall available, 
urgency of request, or timeline of outreach 
schedule. You want to be sure you are 
targeting the right customers at the right 
time. 

STRATEGY #4

UTILIZE AN ONLINE TOOL TO 
CREATE TARGETED CAMPAIGNS

Winter Tires Special

September Airbag Recall

July 15th Declined Service Follow-up
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There are many strategies that will improve 
the outcome of reaching out to customers 
for declined service requests. However, 
without tracking, measuring, and monitoring 
the progress of these efforts, you won’t 
know if the time spent was truly worth it or 
if adjustments to your strategy need to be 
made.

While Campaign Dialer, described above, 
allows you to see the progress of each 
outbound calling campaign, there are many 
additional ways to track results. With Car 
Wars’ Staff Activity Reports, you can see how 
each agent is performing over the phone. 
Here, outbound phone call performance is 
cleanly displayed. You can see not only how 
many outbound calls each agent made, but 
also how many of those were unique phone 
numbers. You can also see how many of those 
calls resulted in live conversations, how many 
were about vehicle appointment opportunies, 
and how many appointments were set. This 
will indicate where agents may be falling short 
from the moment they dial a number to when 
the phone call ends. Without tracking these 
calls efficiently, you will never have a clear 
understanding of what strategies are working 
for your dealership.

STRATEGY #5

TRACK, MEASURE, AND 
MONITOR RESULTS
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WORD TRACKS FOR DECLINED 
SERVICE FOLLOW-UP 

“Hey ______ (firstname), this is _______ (advisor name) with _______ (dealership), did I catch you at a bad time? 

I wanted to call and thank you for bringing your ______ (vehicle) into our Service Department last ______ 
(appropriate time frame). 

How is your ______ (vehicle) since we serviced it?

I was reviewing the service records we have on your ______ (vehicle) and I noticed your ____________ (unresolved 
fix, part) are still due for maintenance / replacement.

Is that ________ (the declined service) something we can help you get taken care of when the time is right?”

If Their Response is Yes... Schedule a Firm Time and Date. 

“Because you’re a preferred customer and you’re already in our system, I can get you in for an appointment 
with priority access to our certified technicians. 

What typically works better for you, early _________ (timeframe) or ________ (timeframe)? 

Do you prefer mornings or afternoons?”

If Their Response is No... Isolate the Objection. 

“I understand, we work with a lot of preferred customers who would like to get ________ (important, vital, 
required work) done on their vehicle, but for whatever reason, need to hold off on doing it. 

Just out of curiosity, is it a timing or budget concern for you? 

If I can help find a better time that works for you, can we get your _______ (vehicle) scheduled for the ________ 
(service) it needs? 

The reason I ask is because with that type of _______ (service issue), the longer it goes unresolved it could 
lead to safety concerns and/or more expensive problems down the road. I want to make sure we are able 
to help you get it taken care of before it potentially becomes a bigger problem. 

So, it sounds like _______ (whatever they told you) is important to you. How about if we get you scheduled 
for a priority appointment with our service technicians ____________ (appropriate time frame based on what 
they said)?”
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WORD TRACKS (CONTINUED)

Make the Customer Feel Like a Priority.

Personalize to the Customers’ Previous 
Appointment. 

“I talked to your service advisor who asked 
me to give you a call. We worked together 
on your replacing your tires the other week. 
I promised him I would give you a call and 
wanted to see if you had a chance to address 
your ___ (declined service) that was becoming 
a problem. He mentioned the safety concern 
for ____ (declined service) and I want to get 
something scheduled.”

“The reason for my call is to get your __________ 
(vehicle) in for service and I wanted to find a 
time that works well for you. 
Our service bays are consistently booked out 
30 days in advance, but as a preferred existing 
customer I can secure a priority appointment 
with our service technicians on ______ (date 
and time) or _______ (date and time), which of 
those would work best for you?”
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Declined service follow-ups are a great opportunity to 
increase revenue, customer retention, and customer 
experience. While it is a tricky concept to work 
through, once mastered, it can be your strongest 
tool and competitive advantage. By utilizing multi-
communication channel follow-up, making those 
outreaches personalized, attempting follow-up on 
the 1st and 15th of the month, bringing up the safety 
concern at their next visit, creating strategic campaigns, 
and tracking results – your team can become experts 
in declined service follow-ups.

 
Car Wars can help you by providing:  

• Transparent insight into 100% of calls in both 
Sales and Service

• Seamless integrations with major CRMs to better 
manage important leads

• Improved staff phone handling and accountability

• Insight to marketing efforts and spend

• And so much more!

 

ARE YOU READY TO OWN THE PHONES?

https://carwars.com/home/service/

OWN THE PHONE IN 
YOUR SERVICE DEPARTMENT 
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