
appointments … that is the differ-
ence … that is the secret to their
success!

Do consumers enjoy going to
the doctor, dentist, veterinarian or
stylist? Of course not! Do they
dread getting their car serviced so
much that they ignore your
reminder cards or the sticker you
thoughtfully placed on their
windshield? Of course not!

What is the Difference?
The difference is they feel an

obligation to go to the place they
have committed their time to.
They know these businesses set
aside a special time just for them.
They know rescheduling will be
an inconvenience to them and to
the business so they won’t do that
unless they really have to.

These service industries may
call you a day or two before to
remind you of your appointment
and to make sure they have some-
one in that time slot. After all,
they are counting on the funds
the appointment will generate.
Time truly is money and they rec-
ognize that. If you can’t make the
scheduled appointment, they
have people waiting who will fill
that time slot. They also give you
a chance to reschedule. Most of
those appointments are at a pre-
mium. A cancellation could mean
waiting a while before your next
opportunity. Therefore, try not to
cancel unless there is simply no
other way. This is also true of hair-
stylists and veterinarians. These
businesses are busy all the time
with people on “standby,” hoping
you will cancel your appointment
so they can take your place. In an
emergency situation, these busi-
nesses will try to squeeze you into
their busy, crowded day just like
you do when a customer experi-
ences a breakdown.

Windshield Stickers, Reminder Cards
Aren’t Enough

Many of you are probably
thinking that you send reminder

cards … why isn’t that enough? It
isn’t enough because it puts the
consumer in the driver’s seat.
Consumers are the ones who
have to schedule their appoint-
ments. They can always find ways
to put off the task. They have no
obligation to make an appoint-
ment. The sticker you apply to
their windshield does not put
them under any obligation to
make an appointment either.
They will make an appointment
with you when they get around to
it. Or they may just run into a
quick lube and get their oil

changed, hoping that will hold
the vehicle until they can come to
see you. Are we suggesting that
you get rid of the sticker on the
windshield and appointment
cards? No. We are suggesting that
you use them to supplement your
pre-set appointments.

How to Get Started
Your customers aren’t used to

you pre-setting their appoint-
ments. Your service writer may be
reluctant to start the process. You
wonder if overcoming the resist-
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The Automotive Service Management Series
is an eight-book series that contains proven
solutions for effectively tackling challenges faced by today’s professional automo-
tive service managers. Participants will earn credits toward the Accredited
Automotive Manager (AAM) designation.

To order call (800) 272-7467, ext. 241.

The Automotive
Management Institute
provides the tools you

need to succeed.

When it comes to running your business,
it pays to have the right tools ...

When it comes to running your business,
it pays to have the right tools ...

The Automotive
Management Institute
provides the tools you

need to succeed.

(continued on page 42)

{{Your customers aren’t used to you pre-setting
their appointments. Your service writer may be
reluctant to start the process. You wonder if
overcoming the resistance from both 
parties is really worth the effort. It is!”

          


