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ABSTRACT
The general purpose of the occupational analysis is

to provide workable, basic information dealing with the many and
varied duties performed in the auto sales occupatiocn. The analysis
follows. the salesperson through the essential everyday performance of
the tasks in the occupation. The duties involve the process of
obtaining the prospects .and leading them into decisions which will
eventually end in a satisfactory sale. The document opens with a .
brief introduction followed by a job description. The bulk of the
document :is presented in table form. Ten dutles are broken down into
a number of tasks and for each task a two-page table is presented,
showing on the first page: tools, equipment, materials, objects acted
upon; performance knowledge (related also teo deczs1ons, cues and
errors); safety--hazard; and on the second page: science;
math--number systems; and communications; (performance modes,

les, and skills and concepts). The dut1es are listed as:
prospect for customers; qualify the prospect demonstrate the auto;
determine wholesale value of trade; prepare the purchase order;
compute the total sales; .close the sale; order the prospect's
automobile; finance the customer; and followup the sale and delivery.
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. FOREWORD

The occupational analysis project was conducted by The Instructional Materials
Laboratory, Trade and Industrial Education, The Ohio State University in con-
junction with the State Department of Education, Division of Vocational Educa-
tion pursuant to a grant from the U.S. Office of Education,

The Occupational Analysis project was proposed and conducted to train voca-
tional educators in the techniques of making a comprehensive occupational
analysis. Instructors were selected from Agriculture, Business, Distributive,
" Home Economics and Trade and Industrial Education to gain experience in
developing analysis documents for.sixty-one different occupations, Represen-
tatives from Business, Industry,Medicine, and Education were involved with
the vocational instructors in conducting the analysis process.

The project was conducted in three phases. Phase one involved the planning
and development of the project strategies, The analysis process was based
on sound principles of learning and behavior. Phase two was the identifica-
tion, selection and orientation of all participants. The training and work-
shop sessions constituted the third phase. Two-week workshops were held
during which teams of vocational instructors conductad an analysis of the
occupations in which they had employment experience. 'The instructors were
assisted by both occupatioral consultants and subject matter specialists,

The/ project resulted in producing one hundred two trained vocational instruc-
tofs capable of conducting and assisting in a comprehensive analysis of
vafious occupations. Occupational analysis data were generated for sixty-one
octupations. ~The analysis included a statement of the various tasks performed
in each occupation., For each task the following items were identified:

tools and equipment; procedural knowledge; safety knowled ;e; concepts and
skills of mathematics, science and communication needed for successful per-
formance,in the occupation. The analysis data provided a basis for generating
instructional materials, course outlines, student performance objectives,
criterion measures, as well as identifying specific supporting skills and
knowledge in the academic subject areas.:




o —

PREFACE h

The ,0al of this document was to describe the various tasks reyuired of
an automobile salesperson. The participants endeavored to maintain a
scope which includes different types and sizes of a,encies. It was their
intent to 1imit the contents of the analysis to the actual performance
level of today's new and used car salesperson.

The analysis follows the salesperson through the essential everyday per-
formance of the tasks in the occupation. The duties involve the process
of obtaining the prospects and leading them into decisions which will
eventuagly end in a satisfactory sale.
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JOB DESCRIPTION

A new or used car salesperson sells new or used autos on the premises
of an auto agency; compiles information on various car models and credit
terms to achieve sales; explains features and demonstrates operation

- of a car in the showroom or on the road; su;j,ests optional equipment for
customer to purchase; computes total sales price, including tax, trade-
in allowance, license fees, and discount; informs customer of price and
requirements for financin, payment of car on credit; prepares sales
contract for customer's signature and obtains necessury information
for completin, credit applications. '

——
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6uty A Prospect for Customers P

O~ OV TWN —

r v
Obtain a Vist-of preferred leads
Refer to customer sales file
Check service department area
Utilize Motor Vehicle Registration book
Refer to telephone directory
Scrutanize the classified ad section of local newspaper
Maintain community involvement
Maintain referral source (bird dog)
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) MATH — NUMBER SYSTEMS

Principles/Concepts

-

re

el r e v p——w— x bwe m——roar o [

Maintain capacity to function efficiently when -

encountering fast changing mulitiple personal or

situational variables

Exhibit qualities of self-confidence, self-control,

and self-reliance
Communicate pride in establishment

Inhibitors of efficient job performance:

Capacity to perceive, quickly integrate and function
well in the face of unexpected situational variables.

INDEX ING

Fear
Anxiety
Rigidity
Tension

e o s e o

Uses of Numbers: (without calculation)

COMMUNICATIONS

.Nmmmcmg>20m MODES

1. Writing

”

Reading

Speaking

Listening

EXAMPLES

Prepare written communication

Use of registration book

Making phone calls

Noting

SKILLS/CONCEPTS

Persuasion and sales
techniques- clarity of
expression

inforrational reports
Detail/inference

Persuasion and sales tech.
Appropriate diction-implying,
diction, logic

Recognize opinion
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(TASK STATEMENT) REFER

TO TELEPHONE DIRECTORY . '

26

TOOLS, EQUIPMENT, MATERIALS,
OBJECTS ACTED UPON -

PERFORMANCE KNOWLEDGE

SAFETY - HAZARD

Telephone books
Telephone

Written matter (post cards,
business offers)

DECISIONS

Determine prospects wants or
needs

Determine location, distance
may mean a wasted call

Note: Distance does not alwdys
pertain

Determine whether or not the
time is right

Note: After the dinner hour

is best, Afternoon call
open the way with wives

Obtain names and telephone numbers
Contact prospect

Ask for referrals

CUES

1. Customer's wants or needs

2. Customer's unwillingness to

communicate

S

R ihﬂ!tl

&0

ER:IORS

Ltoss of income

2. Professional responsibility
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Duty B

N

Qualify the Prospect

Establish customer rapport -

. Determine occupation and place of employment
Determine lenyth of employment
Ask length of residence and form of ownership
Ascertain financial obligation
Gbtain agreement on style,- model and equipment
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Duty C

Demonstrate the Auto

-—

Show prospect an automobile

2  Allow prospect to inspect the features and benefits
of the automobile

Take prospect on demonstration drive

Lead the prospect

W

P




ales uy uoisnjuoy z—1

swil 4O 3SN JUIIDIJJBU|

SUO13Je JO SUO1SSIdXd JaWOISN)

a|"i1yaa ajej.idouadde suilwaalag |

. -SNOISIO3d
B

~

Ajybnoaoyy 3onpoad ayl mouy

329dsoud ayl peal °dn-buipeal
azseydws p|noys uosiadsa|esg

(uosuadsajes pue J3wo3snd 01)
a|21yaA a|geidadoe 193(3%

Auojuaau] 03 J3wWOISND el

3| 1qowolny

:sdailg J2wo3sn)

QyvzvH — Al34VS

3903 TMONY IONVINHOSHId

Yyd IwvHL 1138 -~ ITHEOWCLNY

NOJN G31JV S1D3r€0
‘STVILILVYIN "LN3IWdIND3 'ST1001

NV 1334S0GY¥d MOHS (LN3W31V1S MSVl)

Q

Aruitoxt provided by Eic:

E

.




3z1s ‘sunival ‘adeyg .¢ SUO11oB3a4 3AU3SQD ‘H Buryonoy ‘4
21607 ¢ spasu J4awolsnd 3I3adaaju] € buruaisin °¢
sisAjeue |BNSIp 2 sp3au Jawo3snd 3aadadljuy ‘2 Buimaip ‘2z
sanbruysal sa|es pue UOIsSeNsuaay
'uorssauadxa jo Ajrue|y | - spa3u sawolsnd 313adaadju] | Buiseads |
‘ S1d3a2N0OIJ/STTINS ] o ‘w.m.un:.fxxm_ ) S3A0OW 3IONVIWHOdd3d

SNOILYIINNWINOD :

Jed> 3yl ojul J3wolsnd 3139 :1daouo)
diysaaumo jo aunioid Jujeyq :3fdiduluay
:1dasuo9
. $9321S
leuo1jows bujbueys s,auo jo ssaussemy :3(diIduluy
ain3isod pue aosue|eq Apog
uorlexe|as O3 uD]SUI] WOJLJ JUBWIAOK
wylAys Apog :3d3ouoj
souewaojaad

teo1sAyd sead 031 d1seq suolssaudxs

|eoisAyd Jo ssauaueMe snoidsuo) :3a{didulay

e e s st

|
,
|
|
|
,
suo)jowa 031 |eadde ‘pa3l1ox3 uawoISNd 339
|
|
|
|
|

SW31SAS H3dWNN — HLVIW JON3I0S

A —— AL as —————— ——"

(LNIW3LVLS MSVI

a4 7 A—————— - ——— .

E

P e




11j0.d
|jeuoi 3ippe 1o 3|es jJO SSO7

~

~

UO|I3eJISUCWIP SB|BS U004

~

sSyHOoy4H3

‘T

1

(speau) Ssjusuwod JdwWOISNY T

tenoaddesip (eaouidde)
suoj3}oe 40 pue uolssaudxa sawoisny |

Iybis ‘yonol ¢||aws

511 j9uaq pue saunieaj ajelisuouwdg

abpa(mousy 3onpoad ujejuley
:sdaig

wu_mmcmn pue
sauanleaj ayl ajedlsuocwap 03
spoylaw 31saq 3yl aie Jeym |

SNOISIO3a

44

Jtaudynba Alajes
juawdinba [ePu01ldo
Jawo3sng

a{ 1qowo3ny

ayvzvH — AL3dVS

I1180WOLNY 30 S1133IN3g 2 SWNLV34 1I34SNI 0L 1334S0¥d 0V3l

3903 TMONN IONVINHO4H3d

NOdN a3iov s$193rso
‘SIVIHILVYIN "LNIWIND3 'S1001

{(LNIW31V1S NSV1)

Aruitoxt provided by Eic:

E\.




adeys ‘aanixal ‘azig *h

Bujqraosag
StsAleue |[ensif ‘%

UOLTIL 13Op PIOA "2

sanbjuyosal sajes pue uolSenstay
uotisip @reradodddy -

STdIANOD ST INIS -

b — e N - P T T Y . e———

o

SW3ILSAS HIGWAN — HIVIN

et e o © e r— v m— —

- 4 v - e RS e AR B T T

Sud|ioevt AAIBSQN  Ch

cpoau Jaw0IsnD Iasdasiuy ¢

Spaau Jawolsnd jaadaaiuj "z )

Spo3au J3wol1snd 19adaaju| "1

’

Butyonoj 4

Bupmaip  °¢

Buyuaasiy °Z

Buiyeade °{

S 114NV X3

$3GOW IONVWHOIu34d

SNOILVIINNWWOD

,S94njeay
a3yl usayl 1ISJ4ij SI 1JBUaq Byl Izijeweuq,,

yilesay |en3da||d3ul pue jeuoilowd ‘ied1sAyyg
. , Alajes ‘ia0jwo)
uotiexe([aJ pue uoisual

uaamiaq (|eijuaw pue {edtsAyd yjoq) aduejeq
e 10j pasu; 3yl JO SSauaLlemMe SNOIDSUO)

wylAys Apog
uol3exe|as 03 UOISU3] WOJJ JUSWIAOK
uo)ssa.adxa jedy3Ayd jo ssaualeme sSNO|DdSUO)

taidioutay

:3daduo)

tatdioutday

:3daouo?)
tajdioutagyg

3ON3I10S

- ———— v T A ——

s — a——— W & o

(LNIWILVLS NSV1Z~

45

©

Rl

Aruitoxt provided by Eic:

E



3wl uol3jesIsuocwap

juswabuesse Hurieas sawolisn)y ¢

leuoi1ippe ‘ainos 3ajeisdosddeu} °Z . a)e3l o3l ojne leym apid3ag ¢
Anq 031 3juswlljuwol | sjusuwwod ‘saunisab aswolsn)y | 91N0OJ 3|qes1S3p ISOW IUwWa3I3q  “{
SHOdU4H3 ‘ SEIgle) SNOISI1030 ”
aseyo
-and ©3 a8y Uty 104 papualul
oine 3yl aAtJp 3dadsouad -
Tyl eyl juelsodwi Aaaa st 3 133ION uuw
‘ Bbutjeaado ,

S{ J2WO3ISND 3| 1yMm suolido pue
sainieay ‘s3ijauaq aujwexady

sdols ‘Buidesq uappng ainou
:pdezey paujwa3japaad uC 3|D{Ys3A .
sajesado J3awolsnd fAjferitul sAay
olne salesado uos.uadsajesg :
N . J3wo3Isn)
. Jaqunu
3%203s pue SA3 s3doad uielqp 3suad|] s,49(eag
poO3ISa3pun a{qesado st ojne pasn .0 ) ’ a3noy
s1 juawdinba 3uns ag . 103e43SUOCWIP 3YY u1eINdd ey
:A3ajeg . " :sdais . a{1qowoiny
‘ NOdN d312Vv S123r80
Dw_<N<I ~— ALl34VS wODw._.>>02v_ IONVINHOL4YH3d ..w._<_mw._.<_>_ 'LN3W4INO3 ‘ST1001
; JALYG NOILVYISNOW3Q V NO 1234S0ud 3IHvl (LNIW3ILVILS NSvl)
e 2 %% «
- _O
. O=

Aruitoxt provided by Eic:

E




3un3Ixal pue adeys ‘azis ‘4
sisAieue [ensip
| aouaiagjuyi/|1e33ag
’ Buiqtansag ¢
suojutdo 3zjuboday
uojjesjuadsuod ‘o160 2
asitod ‘saanjeay Apoq
pue (eioej ‘sainisab o1607
sanbiuysal S3|BS pue UO}SRNSJ3d
. *s3143uaq
sle3 adtad pioAe--sajes 3|33 °|

S1d30NOJ/STIINS

uo|30eda 3AJASqD °h

uo135e3u 3AI3Sq0 €

v

s3saJajul s,3doadsoud 3audiaajuyp "7

suolssaadxd jeqd3ap .|

Buiyonoy °y

Buimaip  °¢

Bujuaisil °Z

Bbuiyeads °,

S37dWVvX3

S3AOW 3IONVINHOIH3Id

SNOILVIINNWWOD

- — war - -

SIWI1SAS H3ISWAN — HLVW

b s

awiy sajes jo asn Ju3id1333

Aliae(> pue paads
ajejradoadde y3im juawdinba 3qridsap pue Moyg

aoueseadde [euoissajoud Aejdsip shAem|y
’ A31{1qeidepe pue
€30adsaJa-4|9s ‘aduel [3J4-3{3S €|0JJUOD-}[3S

f3ouapijuod-4(3as jo s3aldilenb I31qiyx3

1ed (S,48WO03SN3 3yl °2a°}) 43y,
10 ,,S1Y,, Se Je> 3yl 03 13334 A{juelsuo)

diysaaumo JO aplig

:3daouo)

:a|dioutay

:3d3aou0)

:ajdioutray

:3daouoj

:atdyourag

[} TR

3ON3I0S

C

S L A

-
Z
Ww
s
w
<
(7]
¥
7]
<
[

ll

E

P e

41




Ssino-%ien

suoj323fqo buiwos43A0 JON

ales
8yl [0.43uU0D 03 J3wo3Isnd buimolly

SHOYY3

Jawo3sno jo S$2un3sab Jo sjuswwo) ¢

Y
2 (eaoudde .4awolsny 7
. sjuswAed
+ Afjuow uo suoi3sanb pue anjea
*1 u)-9peal Jo 3d1ad uo suoriIsany |

$3nd

piOS afiqowoine a3yl S| *¢

diysiajeap 9yl p[OS pue~4]3sJay 4o
Jlaswiy plos uosaadsajes 3yl sey “Z

T~

3so |5 03 Jdwajjle O3 UBYM *|

SNOISIO3a

Aaessadau 4|

d|3y 3.nd3s pue pajlel,’'sey

auo aJaaym sajes ayl ul dais

ayl o3 >oeq ob ‘jou j1
nfded Jybra syl syl s|, B
‘da3s deoad e aq Aew Siy) :9I0N
Aepol Ang ||1M J3wWwO3ISND 3YJ Jt Sy

Ang 03 Juawl}iuwod
SJ3awo3Isnd 3yl EL_u..r_OUUm

, suoi3lodalqo
JaWwo3IsSnd 3WOOI3A0 pue A}13udp|

~——
——.

ates mcmlwo abueyd anjey
:sd9isg

3| 1qowo3ny
Jawolsny

Aiojuaaul olny

QHVZVH — Al3d4VS

3903 TMONN JONVIWHO4H3d

5y

27

17345S0¥d 3HL QY

<. NOdN @3ldv S123rso
‘STVIH3ILVIN 'LN3WdINO3 'ST00L

(LN3W31VIS ¥w<hﬁ// -

Aruitoxt provided by Eic:

E\.




$3% , Iy

s3oej uou >
woJuj S3IdE dIjeulwisdsig ¢ sjuem
pue spaau J3wO3sNd 334daduy ¢ Butuaysiyl °¢

uojjeulwads)p 4009
ajuauajul pue [1e33Q sjuem

" AJoway _ pue spaau Jawolsnd Idudualdjuy 7

251601

sanbjuyoal sales pue uoj)sens.tad

uojssaidxa jo Ajraet)d sjuem

uoi13o1p a3eisdosddy pue spaau Jawo3isnd Jaudualuy | . buieads |

- S143DONO0J/ST1IIIS S3TdINVYX3 S3IAOW 3IONVWHOJIH3d

SNOILVIINNWWOD

diysaajeap ||9s :3dasua)
Jusuysi |qelsa uy apriad ajedtunuwo) :ajdidully

Aaessasau i d|ay uielay :1dasuo)

oM weal Buimo|y
Afyjoows 03 uojjualle sNOIISUOD Juesn :3jdiduliyg

 sua1352{qo WwOd13A0 :3daoduo)
A —

JoiAaeyaq
Bu13o1{juod y3iM adod> 03 A3i1deded ujejuiey ta|didouray

ajes 8yl jo abueyd ey {3danuo)

uoijeuibewy pue ssausnojdedb ‘uoile
-Japrsuod, ‘asiod ‘3Ioel jo sajijienb 31q1yx3 :atdiouyaygd

- o cr—— e s+ e - e e . — - -

SW31SAS HISWNN — HIVW wOZw_O.m

i

N

-
P
w
=
-
<«
&
¥
‘N
q
[ %Y
&
E
s




Duty D

Determine Wholesale Value of Trade

Inspect tires (trade-in)

Examine body condition (trade-in)
Test drive (trade-in)

Val idate mileage

Inspect the interior

Check-qut electrical equipment
Check exhaust system

Justify trade-in appraisal
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Duty E Prepare the Purchase Order

1 Record customer information
2 Record description of purchase and trade-in




AtJadoadun paary

3oeJs3juod pil|eAuy

SHOHH3

A

"l

asuady| sJaarag |’

abe ajep!jep

Jaqunu 3uoyd pue

ajels ‘A31o ‘Ajunod ‘ssauppe

‘oweu | |ny Alqibal Juiay
:sdaig

3794409
S!1 uorjew.iojui {|e 9uns ag |

SNOISIO3a

Jawolsny

JapJo aseyd.ing

ayvzZvH — A134VS

3IOAITMONN IONVWHOIHId

NOIL1WWYO0IN! YIWOLSNI YOI

NQdN @310V S$103740
'STIVIHILVIN "LN3IWJIND3I 'ST001

(LNJW31VIS MSVl)

IC

§
3
H
;
;

E




-

F 2N mw
|
: uo | 3eWwI0J Ui
aoua4ajul pue [1e3IdQ kK J5wW03SND jOo uoileldadidiuy ‘4 buimaipn 4
I . Uot3eWI0 Ul
uou wouy S3dej djeulwiadsig ¢ J3wW03sSNd> 30 uotieldadadlul ‘¢ buruaisi] ¢
uot13d112s3ag
but | [adg uotlewaoju)
diysuewuay °z Jawolsnd jo uoileladaadaadju)l g buiztapm -z
abesn uof jewsojut .
Aae|ngedon f{easusy ‘| 27mcisn jo uoileladadadlju) Suiyjeade
S1d43IINOI/STIINS S31dIvX3 S3A0V] 3ONVWHO3H3d
SNOILY'IINNWINOD

SWILSAS HIGNNN —

e

paidafoad-paxiy 01 2uawydelle dA|SSIIXI

uot jeutbew
pue ssausnotdesb ‘uoieaaplsuod

‘astod ‘1oel jo sailttenb 11qiyx3y :3|didutay
(3s@493u (e1dads pue 9DUI 1UDAUDD)
aoeds |euos.ad

s,t1ow03sn> 403 paebas sireyadoadde Juesny :3|didulay

1915em saew 31seH,, :3daouojg

(sjuswiujodde ‘sajnpayss *H-3) sias awil
:a|diouray

- m—

3ON3I10S

O

r——

Aruitoxt provided by Eic:

E




49pJ0o aseydund p|eau|

*
'

Sdoud3

ol

Jaqunu %2036
Jaqunu jejuag |

juswdinba (euoildo 1s!7

Jagunu ¥203S ‘aaqunu [e143s

‘wis43 ‘4010d ‘adA3l ‘|apow ‘aIxew

JedA-apow fpasn 10 Mau 3s|7
15093¢

31094402 uo|3ewiojul Y S} |
"

SNOISI03d

Jawoisn)
1s1| AJOIUdAU| JO SpJED 301§

(4@p4Q 3seydund) ‘0°d

-

QUVYZVH — A13dVS

.

3D03TMONYM FONV'HOJdH3d

NOdN a31dVv S$S103r80
‘STIVIH3LVIN 'LN3IWJIND3 'S1001

<

NI 30v¥l 9 3ISYHIY¥Nd 40 NOI11diydS3q Q¥Y0I3Y

(LNIN3LVLS MSVi)

Aruitoxt provided by Eic:

E\.




L 59
swaj|qwa pue
sap0d ‘sjoqwAs 30 uoi3iuboday
uojjeulw ids1p 40|07 .
asuauajul pue (t1eisq - . uo13jewsojul
buyqraossag ¢ a}7:d23A jo uoiielrdadusdliu| ¢ Buimc A ¢
Abo|ouiwid] uo|jewsojul
wsiueyodauw Jo uoiiydiidsag -z 3(21.023A j0 uoj13elsadiajzu] 7 fuipeay -z
uo1ssaidxa jJo Ajrael) uo|jewaojul -
Abojouiwia)l | D171 199A JO uoi1leloaduajuy | Suieadsg |
SLJIINOD'STIINS _ . ~ S11dINYX3 S3QOW 3DNVWHOIH3Id

- .- P (N - - .- - e vem Lemeem s P ———
et e o I N - -

SNOLYIINAWWOO

uoiyeziuebug

SSaulJa e |ejudy

uo| el 3uadU)
uo13ually :3daou0)

9ouewsojaad |ejusw jew)ido O3
Ji1seq s3j13llenb jo ssausseme snoidsuo)  :3(dIdulag

IC

Aruitoxt provided by Eic:

Aoeanooy :3daouo)
saaqunu 503s buisn Aj13uap] ———— 51002
. Aji1ae|> pue paads 3aje)sdoudde
(uorjendled INOYIIM) SIBqUNN JC 3SA y3m (Juswdinba) sayii|1dey 3q1ids3g :a1diouray
SW3ILSAS HIGWNN — HIVWW 30N3I10S ®

E

. (LNIWILVLS MNSVL)




buty F ‘Compute the Total Sales Price
1 Determine the dealer's sale price
2 Obtain trade-in allowance
2 Compute dealer's discount
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Duty G Close the Sale

Maintain proper closing situation
Reassure the prospect

Use a variety of closing techniques
Obtain transaction approvai

Dete: mine when to turn-over (prospect)
Follow-up walk-outs
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Duty H Order the Prospect's Automobile

/
1 Determine make, model and style of néw automobile
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Duty |

Finance the Customer

Prepare credit application
Contact lending institutions
Explain credit process
Explain the payment plan
Finalize customer financing
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Duty J

Follow-Up the Sale and Delivery

Arrange for final delivery

Follow=up dealer preparation

Deliver the automobile

Perform rapid follow-up of current customers
Coordinate service problems
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GLOSSARY OF TRADE TERMS

~

A.C.V.- = Actual cash value

As Is - Nothing will be done to the auto

Be Back - Lost sale '

Bird Dog - Person who obtains prospects for monetary gain

Bump - Raise the sale price

Cold Call = No idea of whom you are calling

Cold Stab - No idea of whom you are calling

Duck - A typical potential customer

Double Dip - Financing term, where customers are financed at two or more ptaces
Gold Plated - Credit of the customer is excellent

High Ball - Dealer raises the sale price above normal

Leads ~ Prospective customer i
Lien ~ Owes money on present auto

Low Ball - Dealer lowers the sale price below what he will actually sell the auto
N.A.D.A, - National Automobile Dealers Association wholesale price book
P.0. - Purchase order '

Referral - Prospective customer

Shopper - Prospective customer

Skating - Another salesperson takes your customer

Switch - Trade customer up or down. (new or used)

Trade-Up - Sell customer more than he/she wants

Turn~Over -~ Give customer to another salesperson

Up -~ A typical potential customer

Walk-Out ~ Loss of sale
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