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Most important factor in 
selecting a provider?



No. 1 problem with
dealer service?



No. 1 concern with 
fleet customers?

Source: June 2010 SD survey
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The dealer perspective



ÇWhat is rapid assessment?

ÇWhy rapid assessment?

Rapid repair assessment



Survey comments

ÂñMy expectation of a dealer is to get my 
equipment in the shop timely, within two 
hours, report to me what the problem is 
and get my truck rolling as soon as 
possible.ò 



Survey comments

Â ñWe'd also like shops to give us a quick 30 
minutes diagnostic when arriving to a shop. 
Often times, we'll be put in a two day line for a 
loose air line or something simple. That initial 
diagnostic helps us further evaluate how long 
we're going to be down. Quick lanes are also 
very helpful. Accurate information from the 
service writer is another one.ò

Â ñNeed to improve on sense of urgency (time is 
money).ò



Survey comments

Â ñProvide a diagnosis in a fair amount of time. I 
would like for someone to take a look at my 
truck and give me an idea of what I'm up 
against. Sometimes we send one in, wait a 
couple days and find out it was a simple fix. 
Surely someone, even a service manager, could 
take a minute and see what we have.ò 



Survey comments

Â ñI think the rapid response or quick diagnostics 
is a great program.  Nothing worse than getting 
somewhere and we can't get looked at till 
tomorrow. We can take being told that the 
needed repair can't be done till tomorrow but 
please look at it so I can know my options!ò



Activities providers should track

ÂPromptness of greeting and job write -up

ÂAbility to diagnose problem correctly

ÂAccuracy of estimated time to complete job

ÂAmount of time to determine problem

ÂAmount of time to complete repair

Â Length of time to get appointment


