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Top Tips

Customer Service for
Repair Shops

Customers are the lifeblood of successful automotive shops, and the more
they enjoy their experience, the more likely they are to come back. Creating a
positive experience hinges on customers’ perceptions, interactions, and trust,
but you can't leave customer service to chance. Here are 10 tips to create
interactions that stand out and strengthen customer relationships.

Know your customer

One of the first steps in providing a good experience is understanding
who will be coming into the shop. Digital tools let you quickly access
vehicle history, service patterns, and previous concerns, which helps you
anticipate customers’ needs and offer relevant recommendations. At the
same time, systems that connect technicians to OEM-level repair
information and diagnostics equip technicians with accurate, up-to-date
guidance quickly so that they can speak to customers with confidence.

Create genuine customer connections

Customers want to feel heard and seen, and human connections matter. Even simple gestures can go a long way.
Little things you do that strengthen each interaction include offering a friendly greeting as soon as customers
walk in, taking time to listen, and explaining issues and next steps clearly. Customers remember how you made
them feel, and authentic communication reassures them that your team prioritizes their safety and satisfaction.

Use technology to elevate the experience

Convenience and transparency matter more than ever. Digital tools,
such as two-way texting and email updates, help technicians, office
staff, and customers communicate and keep everyone on the same
page. Real-time updates, rapid approvals, and the ability to share
photos or videos make communication clearer, keeping the job
moving and customers happy while improving shop throughput.
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4 Set clear expectations up front

Nothing frustrates a customer more than uncertainty. You can
prevent it by setting clear expectations about cost estimates,
timelines, next steps, and the approval process. If something
changes, communicate proactively, even if the update is simply
that everything is still on schedule. Customers appreciate being
kept in the loop.

Customers associate quality parts with a high-quality, lasting repair. Explaining the benefits of the components
you install, whether OEM or trusted OE aftermarket options, such as Duralast which is available through AutoZone,
reinforces your shop’s professionalism. Back those parts with detailed diagnostics and procedures to further
strengthen your credibility and ensure the work is done right the first time.

6 Be transparent < 9

5 Build trust through quality parts and expertise

Customers appreciate it when you clearly explain what you found g

and why certain repairs are recommended. Photos, videos, and
clear explanations help them make informed decisions. ALLDATA'S
repair diagrams, service intervals, and OEM procedures, for
example, can help you break down complex issues into customer-
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friendly language and make complex issues easier to understand.
Develop a strong customer-service culture Valued Customer, your
A shop's culture impacts everyone who works there and the Estimate #305 is ready for
tomers who come inside. Investing in your team through review.
cus ' giny g Tap here https://portal-

ongoing training, celebrating wins, and highlighting the important beta.alldata.com/#/ro/
role each employee plays in the customer journey all contribute to SOJQR14AVi to view and
a positive culture where everyone feels like they're on the same EIpEIEE BRI for 200
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team. A shop's physical appearance also contributes to culture. A Reply or call with any
clean waiting area, organized workspaces, and clear signage questions.

reinforce professionalism and reassure customers that their vehicle Thank you for choosing

il veth level of A_P for your automotive
will receive the same level of care. repair needs.
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Streamline parts and workflow processes to
minimize delays

When shops operate more efficiently, customers benefit. With
digital parts-ordering tools, technicians can check inventory, get
prices, and order parts quickly without spending time on the
phone or going back and forth with customer service reps.
Similarly, digital workflow systems, such as the Work-in-Progress
board in ALLDATA Shop Manager Pro, provide real-time visibility
into job status, technician assignments, and repair stages.
Having all the important information in one place reduces
confusion, keeps the team aligned, and ensures repairs are completed on time.

Follow up after the repair

Customer service shouldn't end when the vehicle leaves the shop. Follow-up messages or calls ensure everything
is working correctly, allow customers to ask questions, and reaffirm that your shop stands behind its work. Your
shop management system can also help track maintenance intervals or repairs owners may have put off and send
reminders about upcoming needs. Every time you reach out, you create natural opportunities for repeat visits.

Review feedback for continuous improvement

Customer service isn't static, and feedback is a powerful tool. Log customer feedback in your shop system to
identify trends and opportunities for improvement. Respond to reviews, both positive and negative, to show that
your shop values customer input and takes service seriously.

For more information, visit AutoZonePro.com/resourcelibrary.
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