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BDC Focus and Expectations

High energy on

EVERY call
Our goal is

a great

PEOPLE

experience

DO NOT SOUND

MONOTONE

It's not 'ANOTHER

PHONE CALL'. It's

PEOPLE who need 

 to hear help and

empathy in your

voice

WE ARE NOT

'appointment setters'

You will be

continually

trained and

held to a high

standard

Your calls will be

monitored and

reviewed with

you. You must use

the scripts and

your voice

properly



 A Bright & Positive Greeting

 Find or Add the Customer

 Reason for Visit

 Bring the Vehicle Up to Date

 Set the Appointment

 Confirm the Cell #

 Arrival Instructions

1.

2.

3.

4.

5.

6.

7.



(response)

A Bright & Positive Greeting

Thank you for calling the
(Curry Honda) Service
Center, now servicing all
makes and models.

this is (NAME.) How can I
help you today?

sure! i can help you with
that!

#1



IS THIS MR./MS.
__________ for
your 2020 accord?

if found with

screen pop

if not found with screen pop

GO TO:

Add New

Customer

Process

IF NOT,

ADD NEW

CUSTOMER

The phone number
associated with your
account, please?

IF NOT FOUND:

Find or Add the Customer#2

IS THIS MR./MS.
__________ for
your 2020 accord?



Reason for Visit

what did you need
to bring the vehicle
in for?

and was there
anything else? do you know the

current mileage on
your car?

(response)

UPDATE THE MILEAGE

#3

GREAT!



thank you

i understand.
i'll mark that
service as
deferred for
now.

It's 189.95 plus
tax.

Bring the Vehicle Up to Date

AT THAT MILEAGE
your vehicle is due
for _________ 

may I have your
permission to
add this service
to your visit?

YES
NO

TOTAL!
WHAT'S INCLUDED

(IF ASKED)

ADD DEFERRED OP CODE

#4



I am checking the
schedule now…. 

Set the Appointment

Our next available
Drop/Wait
appointment is for
Monday or any day
forward.

great! i'm setting
that appointment
for you right now.

ARE YOU ABLE TO DROP THE VEHICLE
OFF FOR THE DAY or did you need
to wait for it?

So, I have in for (Monday at 1:15.)
Before you go, has your Home or
Email address changed since your
last visit?

#5

(RESPONSE)

We would need the vehicle
dropped off for the day.OR

Note: If they request to wait, we MUST offer the
afternoon slots first unless the client has already told us
they need the morning.



Is the number ending
in (8927) the best one
to send a text
confirmation to?

Confirm the Cell ##6



my pleasure!

WHEN YOU ARRIVE AT THE
DEALERSHIP, LOOK FOR THE
DOORS UNDER THE SERVICE
SIGN. WHEN THEY OPEN YOU
CAN PULL RIGHT IN. please
remain in your vehicle in
the service drive.

Arrival Instructions

do you know where
to go and what to do
when you arrive at
the dealership?

YES

NO

#7

wE'LL SEE YOU ON
MONDAY at ______.

THANK YOU FOR
CHOOSING

(CURRY ACURA.) and
enjoy the rest of

your day.

SOUND GOOD?

(IF CUSTOMER
SAYS THANK

YOU)


