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The Walk-Around Write Up

Today, more than ever, building relationships with our customers so that
we retain them is paramount to our existence! The “walk-around write up”
begins the process of establishing a relationship with the customer during
the service visit. It shows the customer that we care about them and their
vehicle. We have the chance to show them that we are not “selling” but
advising them of what they may need---by checking the lighting operation,
tire tread depth, wiper condition, and battery condition---the simple items
that, in many cases, the customer takes for granted.

There are so many opportunities to gain or lose customers, we need to do
everything we can to retain our customers and let them know how much we
have to offer for their automotive needs.

A good walk-around write up begins by meeting the customer at their
vehicle and welcoming them to our business.

e We need to be prepared for the customer.

e Greet them at their vehicle, if possible. If not, invite them to walk
around the vehicle with you.

e Let them know you are going to review some common items on the

vehicle.

Confirm the VIN number.

Confirm the mileage.

Pop open the hood, turn the wheels right and turn on the lights.

Check the tires for tread depth and condition.

Check the wipers for cuts and nicks. Ask the customer if their wipers

are cleaning the windshield well.

Open the hood and look at the battery for corrosion and loose

terminals.

Visually check fluids that are accessible.

Close the hood.

Inspect the lights and overall vehicle condition.

Compliment the vehicle condition (if appropriate).

Review the mileage with the Service Menu.

Review the Multipoint Inspection form.



¢ Inform the customer (with their permission) that the technician will
complete a more in-depth condition report.

e Complete the write up process.
e Confirm the time to contact the customer with the results of the

technician’s report.
e Say “Thank You”.

If we don’t complete the walk-around and explain what we will be doing as
part of the multipoint inspection, the customer may be confused or annoyed
when we discuss any additional items we may have uncovered during the
visit. A well-performed walk-around write up should give the customer
confidence in rest of the service visit.

For more information on service experience enhancements, Service
Advisor Training, Performance Groups or other Fixed Operations
needs, contact ATcon toll-free at (800) 692-2719 or visit our web site

www.atconsse.com.
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