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INTRODUCTION

Customer satisfaction is the reflection of the
performance of an individual or group of
individuals at workshops and the process
adopted by them in fulfilling the customer
expectations.

Dealers are looking for the best ways to
meet/respond to customer requirements in the
form of customer friendly activities termed as
'‘Best Practices.’

These Best Practices followed by workshops are directed towards establishing effective workshop
processes, excellence in customer relationship, development and motivation of workshop staff to ensure that
the customers are delighted with their service experience and they Revisit, Recommend and Repurchase
Maruti Suzuki products and services.

In this booklet, we have summarised various Best Practices implemented by some of our workshops across
the country for sharing amongst all workshops in our service network.

We are thankful to our dealers and franchisees for implementing their innovative ideas to improve customer
satisfaction and for giving us an opportunity for preparing the second edition of best practice booklet.

These Best Practices are not only limited to customer satisfaction but are also customer focused solutions for
the dealers to grow theirbusiness.

1

MARUTI )¢ § suzuxi



MARUTI )¢S Suzuki 2

SERVICE INITIATION

Itis the first step of interaction with the customer. It involves the process of welcoming
the customer and responding to him/her by the Service Advisor without any delay.
Customer satisfaction improves by attending the customer without any delay and
openingthe Job Cardinreasonable time.

Online appointment system

Workshop :SaiService,Mumbai & Powai Auto MASS
Details :A website has been launched for online booking of the vehicles for
servicing.
Customers can book their appointment by following these three
steps:
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Step-2 Step-3

Customer receives the
acknowledgment

Benefits

Workshop receive the
appointment

Step-5

It becomes very convenient for the workshop to receive pre-booked vehicles.
Service Advisors are aware of the vehicles coming for the service and attend

to them without any delay. It also becomes convenient for the customers to
book an appointment for the service.

Vehicle booking by SMS for all customers

Work shop : Jaipur

Details : SMSfacilityis made available forbooking of vehiclesforservice. T h i s

SMS facility was first started for the lady customers to book their
vehicles and to avail the free vehicle pick & drop facility from the
workshop.

A customer has to send the SMS "Maruti <dealer name>" to a special
number 56677. Service provider forwards the details of SMS to Maruti
Regional Office, Jaipur. The RO then pass the information to the
respective workshops. An executive from workshop calls the customer
tobookan appointmentas perthe customer's convenience.
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SMS's details received at regional office.

Benefits
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Helpful for lady customers-since the vehicle service is just an SMS away.
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Benefits

Three lane receiving of vehicles

Work shop : RNS Motors,Yashwantpur

Details : During peak hours, vehicles are parked in three lanes in front area. the
lobby executive opens the Job card of the vehicles during peek hours to
minimise waittime inside the covered area by respective lane.
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Reduction of waiting time by customer during peek hours for job card opening-
leading to enhanced customer satisfaction.
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Service Advisor plays a great role in customer satisfaction, right from the time of
vehicle receipt to the time of delivery of the vehicle to the customer. The Service
Advisor has to understand the customer needs and translate the customer's
doubts/complaints and problems into realistic and genuine vehicle repairterminology.
Inshortaservice advisor hasto have highly effective listening and diagnostic skills.

Ready recknor for charges

Work shop : Varun Motors,Hyderabad.

Details : Service Advisors are using Clip board as ready recknor for giving
correcttime and cost estimate to the customers.
On this clip board, on one side the prices of the fast moving parts and
consumable are printed and on the other side, the man-hour for various
jobs are printed. These details are used by Service Advisor as a
reference atthe time of job card opening.
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Front - Man-hour Details
Back - Price Details

Benefits Hthis results in less variation of estimated cost vs actual billing. Thus giving
better explanation of charges at the time of bill payment by the customer. This

practice generates confidence in the customer that the charges levied by the
workshop are genuine.




