
 
 

        

 

 

Service Consultant
Chapter 135
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ACROSS

1 ___________ satisf action should be def ined as:

the customer's ov erall f eeling of  satisf action with

an interaction with an automotiv e serv ice and 

repair f acility .

4 The appointment ___ is created by  the serv ice

consultant to record all the v ehicles that are 

scheduled to come in on a particular day .

6 __________ to the customer is more

complicated than it may  seem. A person speaks

v erbally  at the rate of  150-200 words per minute 

(WPM).

12 The _________ is the suggested serv ice cost to

the customer which is determined by  the serv ice

consultant.

13 A ______ _______ Certif ication Label is

attached to the lef t side pillar post on the 

rearward-f acing section of  the lef t f ront door.

15 A customer's _____ basic needs include

serv ice, price, quality , action, and appreciation.

16 The __________ is the best time to discuss

when the customer will get their v ehicle back.

DOWN

2 The _________ can be the next best thing to

being there.

3 Talking plus listening is called __________.

5 ______ inf lection is a v ariation in the pitch,

timing, or loudness of  the v oice. Pitch is made 

up of  the highs and lows of  y our v oice.

7 Good customer relations require knowing the

_______ history  of  the v ehicle.

8 A _____ order log is used to track the repair and

completion process or the lead time f or each 

repair order.

9 ___ contact is alway s important when we are

communicating with others.

10 A _________ pricing menu prov ides a quick

ref erence f or the serv ice consultant to identif y  

and accurately  quote the cost f or the most 

common repairs that the shop perf orms.

11 ________ are a set of  principles that gov ern the

conduct of  an indiv idual or group.

14 All this conv ersation should be based on _____

and the relationship y ou hav e built with the 

customer during his or her experience with y ou 

and the shop.


