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What is your office sales staffing capacity for writing walk-
in estimates or creating accurate “Repair Plans”?   With 
the backlog of work and the influence of OEM repair pro-
cedures increasing repair costs, are you still interested in 
performing non-insurance work or working on older vehi-
cles?  Are there certain makes and models of vehicles that 
you would just as soon as not see until part supply lines 
change?   Are some insurance companies just not worth 
the hassle?  Time is of the essence, as never before.  Can 
you afford to waste it on sub-profitable work or a difficult 
insurance company’s policy?    These questions are worth 
considering.  Perhaps, It’s time to take a bold, hard-liner 
approach to customer pre-qualification.   

Start identifying profitable work and grading your          
Insurance company partner’s profitability and the poor 
cycle times and CSI they compel. Now may be the time to 
evaluate limiting the number of sales your company      
accepts in lieu of the mental well-being of your staff and 
your company’s profit.   

This class identifies the value front-line staff can employ in 
protecting pro-level appraisees by screening qualified    
customers. 

Presented by Your Business or AssociaƟon 

RalphÊDefibaughÊisÊaÊCollisionÊShopÊconsultantÊHeÊopenedÊhisÊownÊcollisionÊ
businessÊinÊ1986Ê,ÊandÊitÊgrewÊintoÊaÊfour-locaƟonÊMSOÊinÊUpstateÊNewÊYork,Ê
whichÊheÊsoldÊinÊ2010.ÊÊHeÊwasÊalsoÊanÊexclusiveÊtrainerÊforÊPPGÊIndustriesÊfromÊ
1997-2020.ÊHeÊholdsÊmanyÊindustryÊaccreditaƟons.ÊHeÊisÊPresidentÊofÊÊÊÊÊÊÊÊÊÊ
BenchmarkÊConsulƟngÊServices,ÊofferingÊbusinessÊandÊprocessÊsoluƟonsÊforÊtheÊ
collisionÊindustry.ÊÊHeÊwasÊalsoÊpastÊpresidentÊofÊTheÊN.Y.ÊStateÊAutoÊCollisionsÊÊÊÊÊÊÊÊ
TechniciansÊAssociaƟon.ÊÊ 

Today’s Collision Shop office staff are overwhelmed and 
stressed.   As the collision industry consolidates, the busy 
shops get busier.  Burnout is at an all-time high, with too 
few candidates entering the industry.  Admin staffing costs 
have increased by 30-40% over the last five years. 

The pandemic has stagnated supply lines, and on-time-
delivery CSI scores are at an all-time low. Kept-informed 
communications are a job all by themselves.  OEM          
certification and repair procedures are only beginning to 
change the collision repair landscape. 

We need to do something different, or we’ll lose the      
experienced staff we have now. Collision businesses need 
to seize this opportunity and capitalize on the current      
abundance of work.  We must learn to change the 
“Customer Sales Process and Experience”, just as “Repair 
Planning” has impacted production efficiency.   We must 
learn to staff appropriately to our sales staffing capacity or 
limit work to complement our current office staff. 

This class questions traditional office staffing job            
descriptions and offers new hybrid CSR and entry-level 
sales positions. It promotes the vision of offering an       
opportunity for entry-level applicants to envision a career 
path working for a winning collision business. 

Customer saƟsfacƟon Index or Net Promotor Score 

OneÊDayÊofÊInstrucƟon 



WeÊwillÊcoverÊcomprehensiveÊreviewsÊof: 
á CustomerÊSalesÊProcessÊandÊExperience 
á AppropriateÊOfficeÊStaffingÊLevels,ÊBasedÊonÊSales 
á HybridÊCSRÊandÊEntry-levelÊSalesÊStaffingÊ-ÊCareerÊPath 
á CalculatingÊFrontÊOfficeÊSalesÊCapacityÊ 
á JobÊDescriptionsÊandÊAccountability 
á HowÊtoÊPre-QualifyÊPotentialÊSales,ÊLearningÊtoÊsayÊNo 
á ProcessÊSalesÊQuestionsÊandÊTechnique 
á In-ProcessÊCustomerÊCommunication 
á EstimatingÊBasics,ÊWhatÊshouldÊweÊbeÊSellingÊTodayÊ 
á SetÊtheÊSalesÊplan,ÊprotectingÊÊAccurateÊ“RepairÊPlanning”Ê
andÊtheÊProductionÊfloorÊfromÊwastedÊtime 

á We’llÊdiscussÊtheÊpotentialÊofÊaÊ“CompleteÊShopÊBonusÊ
Plan”ÊwhereÊallÊteamÊmembersÊprofitÊfromÊsalesÊoverÊ
break-even,ÊwhereÊallÊareÊbonusedÊforÊcorrectlyÊworkingÊ
andÊdevelopingÊcurrentÊsalesÊandÊestimatingÊprocess 

  

ItÊisÊƟmeÊtoÊtryÊsomethingÊdifferent.ÊTheÊOfficeÊStaffingÊRequirementsÊandÊSalesÊProcessesÊweÊ
areÊemployingÊnowÊareÊfailing.ÊAƩendÊthisÊtwo-dayÊcourseÊwithÊanÊopenÊmindÊtoÊchange.ÊÊ
What’sÊtheÊoutcomeÊifÊweÊpre-qualifyÊwork?ÊWeÊknowÊtheÊworkÊweÊcanÊeffecƟvelyÊrepair.Ê
ConsiderÊemployingÊentry-levelÊsalesÊstaffÊtoÊwriteÊlow-potenƟalÊsalesÊandÊlearnÊtheÊtrade.ÊÊ
WouldÊrepairÊplanÊaccuracyÊincreaseÊifÊourÊpro-levelÊwritersÊhadÊ
moreÊƟmeÊforÊOEMÊresearch,ÊdiscoveringÊallÊtheÊnotÊincludedÊ
operaƟonsÊburiedÊinÊtheÊesƟmaƟngÊplaƞormsÊandÊrequiredÊÊÊÊÊÊ
repairÊtechniques?ÊÊYes,ÊtheÊaverageÊcostÊofÊrepairsÊwillÊincrease,Ê
andÊsoÊwillÊshopÊprofit.ÊLowest-costÊrepairsÊandÊOEMÊRepairÊÊÊ
ProceduresÊdoÊnotÊgoÊhandÊinÊhand.ÊÊTheÊcollisionÊrepairÊbusi-
nessÊdoesÊnotÊcontrolÊcrashÊrepairability;Êit’sÊbuiltÊintoÊeachÊÊÊÊÊ
vehicleÊproducedÊbyÊtheÊmanufacturer.ÊSafe,ÊProperÊRepairsÊareÊaÊ
byproductÊofÊaccurateÊRepairÊPlanning.ÊThisÊcanÊonlyÊoccurÊifÊtheÊ
frontÊofficeÊdefendsÊlow-profitÊworkÊfromÊenteringÊproducƟonÊ
andÊdestroyingÊefficiencyÊandÊhighÊCSIÊ 

WeÊhaveÊtoÊstopÊdoingÊtheÊsameÊthingsÊweÊ
haveÊalwaysÊdone.ÊÊOurÊemployeesÊandÊ
IndustryÊhaveÊchangedÊsoÊmustÊourÊÊÊÊÊÊÊÊÊ

FrontÊOfficeÊSalesÊandÊEmployeeÊProcess 

ThisÊoneÊdayÊclassÊwillÊbeÊheldÊinÊ 

YourÊcityÊ 

ÊYourÊDate,ÊfromÊ8:00ÊAMÊtoÊ4:30ÊPMÊÊÊÊÊÊÊÊÊÊ
YourÊsetÊPriceÊÊPerÊPersonÊ 

SupportÊyourÊbusinessÊandÊorÊÊÊÊÊÊÊÊÊÊ
AssociaƟon 

CapacityÊforÊthisÊeventÊisÊ——Êpeople,Ê

Your Sustainability begins 
with this event. 


