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In order to improve the service to the customer, nowadays it’s very common that the receptionist will be a technician. In this way the receptionist can understand better the breakdown and will be easy to repair it.
From this unit to the last one we will see the hole process of attendance to the customer. In the following points you can see the items:

· Welcome.
· Reception sheet. 
· Questions about the problem. Breakdowns.
· The bodywork repair process

· STEP 1:

· Prepare estimate

· Vehicle owner signs repair authorization

· Get insurance approval

· Order parts

· Receive parts

· STEP 2:

· Schedule vehicle for repair

· Disassemble vehicle

· Write a new damage report if necessary

· Insurance company approves supplement

· Order additional parts if necessary

· STEP 3:

· Set vehicle on unibody repair equipment

· Structural and body repairs

· Install panels

· Apply protection to repaired areas

· Inspect all metal work

· STEP IV:

· Vehicle ready

· Invoice

· Satisfaction quiz.

	TO KNOW MORE
You can link to the following webs to learn about the customer attendance that some brands offer in the net.
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1.1 Welcome
It’s very important to be polite in the attendance of the customer. A bad welcome could be the first step to lose a customer.
Let’s explain some expressions that we can use for a correct welcome. 
From the point of view of the technician we can use the following sentences:

Hello.

Welcome to our workshop.

What’s your name?

Would you like a cup of...?

Nice to meet you.

Where are you from?

What are you studying?

What is your job?

From the point of view of the customer we can receive the following replays:

Hello.

Thank you very much.You are very kind.

My name is …

No thanks, I would prefer a … / Yes thanks

Nice to meet you too.
I’m from Spain.

I’m studding car mechanics.

My job is mechanical engineer.

	HIGHLIGHTS
It’s very important to be polite in the attendance of the customer. A bad welcome could be the first step to lose a customer.




1.2 The reception sheet 
After the welcome the receptionist must take some notes about the customer.
	The following text is an example of a reception sheet:

Name & Surname

: 

*
Company

: 

Email Address

: 

*
Telephone Number(s)

: 

*
Preferred Date

: 




1





2





3





4





5





6





7





8





9





10





11





12





1





2





3





4





5





6





7





8





9





10





11





12





13





14





15





16





17





18





19





20





21





22





23





24





25





26





27





28





29





30





31





2003





2004





2005





2006





2007





2008





2009





2010





2011





2012





2013





2014





2015

Alternate date (1)

: 
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Alternate Date (2)

: 
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2014





2015

Preferred Time

: 

Brand

: 




Jeep





Mercedes Benz





Mercedes Commercial Vehicle





Nissan





Renault

Model e.g Sunny

: 

Registration Number

: 

Service Centre

: 




Nairobi





Mombasa





Nakuru

Any Additional Work

: 




In the following text you can find the real reception sheet that it is used on the web by a workshop.
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	Workshop’s reception sheet
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