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David Foster Charles (Chas) Voyles, Jr.
Vice President-Maintenance Service Director, Truck Centers, Inc.
Southeastern Freight Lines Chair, TMC Service Provider Committee
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Most Important factor:in:
selecting a | lel

» Turnaround time
~ Cost
™ Reputation

m OEM affiliation
™ Location
= Other

Source: June 2010 CCJ survey




No. 1 problem with
dealer service?

= Time to begin work
~ Clarity of price
» Time to diagnose

® Parts availability
m Status info
= Other

Source: June 2010 CCJ survey
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No. 1 concern wi
fleet customers

r N\

» Timeliness of
payments

* Timeliness in
authorizing repairs

™ Finding the right
person to pay bill

® Fleets not
understanding
warranty

Source: June 2010 SD survey




The dealer perspective
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Charles (Chas) Voyles, Jr.
Service Director, Truck Centers, Inc.



Rapld repair assessment

C What Is rapid assessment?

C Why rapid assessment?



SUrvey Comiments

IMY/NXDEST A Jn=Deaid-a e s O igetony -
equipment in'the shop timely, Within, two
AEUIS, reportto me what the-problem;is

and getmy truckaoling as:soon 'as
possi bl e. o



SUrvey Comiments

nWer= cd @adsson il ke (sshop s [ C
minutes diagnestic Whenrarmiving to a shnop.

Often times; we'll be putdm a twosday line-for a

l0eSE air line or semething simple. Thatinitial
diagnostic helps us further evaluate how:ong

We're going tobe down: Quickdanes are also

very helpful. Accurate iformation from the
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SUrvey comments

1PV QI i8IS N al air chiedunees i3 I
wouldilike forrsomeone to take a lookatmy
truckiandigive me anjidea ofiwnatd' mup

against. Semetimes we send one in, wait a

couple days and find eutitwas a simple fix:

Surely semeone, even a service manager, could
za-keja--“ml-n-uit-e ands see Wl



SUrvey Comiments

1 ERINES T e TEDLCTes DONGEE OF iGEIC oL Ko JNOGRIES =T o
IS a great program. Nothing worse than getting
somewhere and we can't getlooked at:till

tomorrow: We can take being told that the

needed repair can‘t e adone till tomorrow but
PlUze @S € -0 0K @t il ebiiesio |«



Activities providers should

track

Promptness of greeting and jon write=up

Ability to diagnose problem correct
Accuracy of estimated time to com

y

nlete job

Amount of time to determine problem

Amount of time to complete repair
Length of time to get appointment



