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FOREWORD

The occupational analysis project was conducted by The Instructional Material's

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-

tionpl 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 conducted an analysis of the
occupations in which they had employment experience. The instructors were

assisted by both occupational consultants and subject matter specialists.

Th project resulted in producing one hundred two trained vocational instruc-

to s capable of conducting and assisting in a comprehensive analysis of

various occupations. Occupational analysis data were generated for sixty-one

oc upations.--rhe analysis included a statement of the various tasks performed

in eaa-OCcupation. For each task the following items were identified:
tools and equipment; procedural knowledge; safety knowledge; concepts and
skills of mathematics, science and communication needed for successful per-

formancejin 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.



PREFACE

.
The ,joal of this document was to describe the various tasks required 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 limit the contents of the analysis to the actual performance
level of today's new and used car salesperson.

The analysis follows the salesperson throw)) the essential everyday per-

formance of the tasks in the occupation. The duties involve the process

of obtaininj the prospects and leading them into decisions which will

eventually 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; suTiests 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 financint, payment of car on credit; prepares sales

contract for customer's skjnature and obtains necessary information

for completin,' credit applications.
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Duty A Prospect for Customers
.r

1 Obtain a list-of preferred leads
2 Refer to customer sales file
3 Check service department area
4 Utilize Motor Vehicle Registration book
5 Refer to telephone directory
6 Scrutinize the classified ad section of local newspaper

7 Mairitain community involvement

8 Maintain referral source (bird dog)

0
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R
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c
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c
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c
u
s
t
o
m
e
r
s

M
a
i
n
t
a
i
n
 
r
a
p
p
o
r
t
 
w
i
t
h

s
e
r
v
i
c
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C
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i
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n
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p
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c
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p
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p
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c
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c
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b
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c
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c
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c
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c
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c
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p
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C
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p
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p
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p
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c
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p
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p
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c
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c
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p
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p
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c
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T
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P
O
N

P
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c
l
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p
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p
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c
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c
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P
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r
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E
C
I
S
I
O
N
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C
U
E
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1
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S

1
.
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p
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p
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c
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i
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c
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c
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b
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c
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p
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h
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b
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c
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p
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P
L
E
S
'

S
K
I
L
L
S
/
C
O
N
C
E
P
T
S

0

1
.

W
r
i
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P
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P
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p
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p
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p
r
e
t
 
c
u
s
t
o
m
e
r
'
s
 
n
e
e
d
s

.
A
p
p
r
o
p
r
i
a
t
e
 
d
i
c
t
i
o
n
,
 
e
n
u
n
c
i
a
t
i
o
n

c
l
a
r
i
t
y
 
o
f
 
e
x
p
r
e
s
s
i
o
n
,
 
a
n
d
 
l
o
g
i
c

11

21



(
T
A
S
K
 
S
T
A
T
E
M
E
N
T
)

S
C
R
U
T
I
N
I
Z
E
 
T
H
E
 
C
L
A
S
S
I
F
I
E
D
 
A
D
 
S
E
C
T
I
O
N
 
O
F
 
T
H
E
 
L
O
C
A
L
 
P
A
P
E
R

22

T
O
O
L
S
,
 
E
Q
U
I
P
M
E
N
T
,
 
M
A
T
E
R
I
A
L
S
,

O
B
J
E
C
T
S
 
A
C
T
E
D
 
U
P
O
N

P
E
R
F
O
R
M
A
N
C
E
 
K
N
O
W
L
E
D
G
E

S
A
F
E
T
Y

H
A
Z
A
R
D

N
e
w
s
p
a
p
e
r

S
t
e
p
s
:
O
b
t
a
i
n
 
c
u
r
r
e
n
t
 
l
o
c
a
l
 
n
e
w
s
p
a
p
e
r

C
a
l
l
 
t
h
e
 
p
r
o
s
p
e
c
t
 
(
a
s
k
 
f
o
r

r
e
f
e
r
r
a
l
s
)

N
o
t
e
:

G
i
v
e
 
n
a
m
e
 
a
n
d
 
d
e
a
l
e
r
,

a
s
k
 
c
u
s
t
o
m
e
r
 
t
o
 
a
s
k
 
f
o
r

y
o
u
 
b
y
 
n
a
m
e

ni
m

ai
m

m
m

um
m

am
m

im
m

r,
E
R
R
O
R
S

D
E
C
I
S
I
O
N
S

C
U
E
S

1
.

D
e
t
e
r
m
i
n
e
 
w
h
a
t
 
p
r
o
s
p
e
c
t
s
 
t
o

1
.

c
a
l
l

P
r
o
s
p
e
c
t
 
i
n
t
e
r
e
s
t
 
o
r
 
n
e
e
d

1
.

L
o
s
s
 
o
f
 
s
a
l
e

2
.

W
i
l
l
i
n
g
n
e
s
s
 
t
o
 
t
r
a
d
e

2
.

P
r
o
f
e
s
s
i
o
n
a
l

r
e
s
p
o
n
s
i
b
i
l
i
t
y

3
.

C
o
n
g
e
n
i
a
l
 
r
e
s
p
o
n
s
e



(
T
A
S
K
 
S
T
A
T
E
M
E
N
T
)

S
C
I
E
N
C
E

P
r
i
n
c
i
p
l
e
s
/
C
o
n
c
e
p
t
s

M
a
i
n
t
a
i
n
 
c
a
p
a
c
i
t
y
 
t
o
 
f
u
n
-
c
t
i
o
n
 
e
f
f
i
c
i
e
n
t
l
y
 
w
h
e
n

e
n
c
o
u
n
t
e
r
i
n
g
 
f
a
s
t
 
c
h
a
n
g
i
n
g
 
m
u
l
t
i
p
l
e
 
p
e
r
s
o
n
a
l
 
o
r

s
i
t
u
a
t
i
o
n
a
l
 
v
a
r
i
a
b
l
e
s

E
x
h
i
b
i
t
 
q
u
a
l
i
t
i
e
s
 
o
f
 
s
e
l
f
-
t
o
n
f
i
d
e
n
c
e
,
 
s
e
l
f
-
c
o
n
t
r
o
l
,

a
n
d
 
s
e
l
f
-
r
e
l
i
a
n
c
e

C
o
m
m
u
n
i
c
a
t
e
 
p
r
i
d
e
 
i
n
 
e
s
t
a
b
l
i
s
h
m
e
n
t

F
e
a
r

I
n
h
i
b
i
t
o
r
s
 
o
f
 
e
f
f
i
c
i
e
n
t
 
j
o
b
 
p
e
r
f
o
r
m
a
n
c
e
:

A
n
x
i
e
t
y

R
i
g
i
d
i
t
y

T
e
n
s
i
o
n

C
a
p
a
c
i
t
y
 
t
o
 
p
e
r
c
e
i
v
e
,
 
q
u
i
c
k
l
y
 
i
n
t
e
g
r
a
t
e

a
n
d
 
f
u
n
c
t
i
o
n
 
w
e
l
l
 
i
n
 
t
h
e
 
f
a
c
e
 
o
f
 
u
n
e
x
p
e
c
t
e
d

s
i
t
u
a
t
i
o
n
a
l
 
v
a
r
i
a
b
l
e
s

M
A
T
H

N
U
M
B
E
R
 
S
Y
S
T
E
M
S

C
O
M
M
U
N
I
C
A
T
I
O
N
S

P
E
R
F
O
R
M
A
N
C
E
 
M
O
D
E
S

1
.

R
e
a
d
i
n
g

2
.

L
i
s
t
e
n
i
n
g

3
.

S
p
e
a
k
i
n
g

E
X
A
M
P
L
E
S

1
.

I
n
t
e
r
p
r
e
t
 
c
u
s
t
o
m
e
r
 
n
e
e
d

2
.

I
n
t
e
r
p
r
e
t
 
c
u
s
t
o
m
e
r
 
n
e
e
d

3
;

I
n
t
e
r
p
r
e
t
 
c
u
s
t
o
m
e
r
 
n
e
e
d

V
I1

1.
.0

1.

S
K
I
L
L
S
/
C
O
N
C
E
P
T
S

1
.

D
e
t
a
i
l
/
i
n
f
e
r
e
n
c
e

2
.

D
i
s
c
r
i
m
i
n
a
t
e
 
f
a
c
t
s
 
f
r
o
m
 
n
o
n
 
f
a
c
t
s

N
o
t
e
 
t
a
k
i
n
g

.
P
e
r
s
u
a
s
i
o
n
 
a
n
d
 
s
a
l
e
s
 
t
e
c
h
n
i
q
u
e
s

1
3



(T
A

S
K

 S
T

A
T

E
M

E
N

T
)

M
A
I
N
T
A
I
N
 
C
O
M
M
U
N
I
T
Y
 
I
N
V
O
L
V
E
M
E
N
T

24

',T
O

O
LS

, E
Q

U
IP

M
E

N
T

, M
A

T
E

R
IA

LS
,

O
B

JE
C

T
S

 A
C

T
E

D
 U

P
O

N
P

E
R

F
O

R
M

A
N

C
E

 K
N

O
W

LE
D

G
E

S
A

F
E

T
Y

H
A

Z
A

R
D

C
i
v
i
c
 
o
r
g
a
n
i
z
a
t
i
o
n
s

C
o
m
m
u
n
i
t
y
 
p
r
o
j
e
c
t
s

S
t
e
p
s
:

F

J
o
i
n
 
t
h
e
 
a
p
p
r
o
p
r
i
a
t
e

o
r
g
a
n
i
z
a
t
i
o
n

D
E

C
IS

IO
N

S

1
.

D
e
c
i
d
e
 
w
h
i
c
h
 
o
r
g
a
n
i
z
a
t
i
o
n

w
o
u
l
d
 
b
e
 
m
o
s
t
 
b
e
n
e
f
i
c
i
a
l

C
U

E
S

1
.

O
r
g
a
n
i
z
a
t
i
o
n
 
a
c
t
i
v
i
t
i
e
L
 
i
n

c
o
m
m
u
n
i
t
y
 
a
f
f
a
i
r
s

N
o
t
e
:
 
d
o
 
t
h
e
y
 
b
e
c
o
m
e
 
i
n
v
o
l
v
e
d

th
ai

tm
or

ga
iw

ar
ea

m
.,

..

is E
R

R
O

R
S

1
.

L
o
s
s
 
o
f
 
a
 
s
o
u
r
c
e
 
o
f
 
c
o
n
s
t
a
n
t

r
e
f
e
r
r
a
l

2
.

W
a
s
t
e
 
o
f
 
t
i
m
e

_
-
 
-
-
-

_
_
.
-
-
-

3
.

P
r
o
f
e
s
s
i
.
o
n
a
l
 
r
e
s
p
o
n
s
i
b
O
i
t
y

1
,

It



(T
A

S
K

* 
S

T
A

T
E

M
E

N
T

)

S
C

IE
N

C
E

P
r
i
n
c
i
p
l
e
s
/
C
o
n
c
e
p
t
s

C
o
m
m
u
n
i
c
a
t
e
 
p
r
i
d
e
 
i
n
 
e
s
t
a
b
l
i
s
h
m
e
n
t

j

C

M
a
i
n
t
a
i
n
 
c
a
p
a
c
i
t
y
 
t
o
 
f
u
n
c
t
i
o
n
 
e
f
f
i
c
i
e
n
t
l
y
 
w
h
e
n

e
n
c
o
u
n
t
e
r
i
n
g
 
f
a
s
t
 
c
h
a
n
g
i
n
g
 
m
u
l
t
i
p
l
e
 
p
e
r
s
o
n
a
l
 
d
r

s
i
t
u
a
t
i
o
n
a
l
 
v
a
r
i
a
b
l
e
s

M
a
i
n
t
a
i
n
 
c
a
p
a
c
i
t
y
 
t
o
 
g
e
n
e
r
a
t
e
 
i
n
t
e
g
r
i
t
y

A
w
a
r
e
n
e
s
s
 
o
f
 
o
n
e
s
 
d
i
v
e
r
s
e
,
 
i
n
t
u
i
t
i
v
e
 
(
c
r
e
a
t
i
v
e
)

c
a
p
a
c
i
t
i
e
s

A
w
a
r
e
n
e
s
s
 
o
f
 
o
n
e
s
 
u
n
l
i
m
i
t
e
d
 
i
n
t
e
l
l
e
c
t
u
a
l
 
a
c
t
i
v
i
t
i
e
s

C
O

M
M

U
N

IC
A

T
IO

N
S

P
E

R
F

O
R

M
A

N
C

E
 M

O
D

E
S

E
X

A
M

P
LE

S

1
.

L
i
s
t
e
n
i
n
g

1
.

D
e
v
e
l
o
p
i
n
g
 
l
e
a
d
s

2
.

S
p
e
a
k
i
n
g

2
.

V
e
r
b
a
l
 
i
n
v
o
l
v
e
m
e
n
t

15 ef
t

M
A

T
H

N
U

M
B

E
R

 S
Y

S
T

E
M

S

S
K

IL
LS

 /C
O

N
C

E
P

T
S

1
.

A
u
d
i
t
o
r
y
 
d
i
s
C
r
i
m
i
n
a
t
i
o
n

D
i
s
c
r
i
m
i
n
a
t
e
 
f
a
c
t
s
 
f
r
o
m
 
n
o
n
-
f
a
c
t
s

P
e
r
s
u
a
s
i
o
n
 
a
n
d
 
s
a
l
e
s
 
t
e
c
h
n
i
q
u
e
s

I
m
p
l
y
i
n
g
,
 
p
o
i
s
e
,
 
a
n
d
 
c
l
a
r
i
t
y
 
o
f

e
x
p
r
e
s
s
i
o
n
-



(T
A

S
K

 S
T

A
T

E
M

E
N

T
)

M
A
I
N
T
A
I
N
 
R
E
F
E
R
R
A
L
 
S
O
U
R
C
E
S

B
I
R
D
 
D
O
G
S

T
O

O
LS

, E
Q

U
IP

M
E

N
T

, M
A

T
E

R
IA

LS
,

O
B

JE
C

T
S

 A
C

T
E

D
 U

P
O

N

94
-7

.

P
E

R
F

O
R

M
A

N
C

E
 K

N
O

W
LE

D
G

E
S

A
F

E
T

Y
H

A
Z

A
R

D

B
u
s
i
n
e
s
s
 
P
e
o
p
l
e

S
t
e
p
s
:

(
B
a
r
s
,
 
s
e
r
v
i
c
e
 
s
t
a
t
i
o
n
,
 
c
l
o
t
h
i
n
g

P
e
r
s
o
n
a
l
l
y
 
c
o
n
t
a
c
t
 
b
i
r
d
 
d
o
g
s

s
t
o
r
e
s
)

,
(
p
e
r
i
o
d
i
c
a
l
 
l
y
,

F
r
i
e
n
d
s

O
f
f
e
r
 
t
o
 
c
o
m
p
e
n
s
a
t
e
 
(
c
o
m
p
e
n
s
a
t
e

a
f
t
e
r
 
d
e
l
i
v
e
r
y

R
e
l
a
t
i
v
e
s

D
E

C
IS

IO
N

S
C

U
E

S

1
.

D
e
t
e
r
m
i
n
e
 
m
e
t
h
o
d
 
o
f
 
c
o
m
p
e
n
s
a
t
i
o
n

1
.

I
n
t
e
r
e
s
t
 
i
n
 
e
x
t
r
a
 
s
o
u
r
c
e
 
o
f

i
n
c
o
m
e

2
.

D
e
t
e
r
m
i
n
e
 
i
f
 
s
o
u
r
c
e
 
u
n
d
e
r
s
t
a
n
d
s

w
h
a
t
 
y
o
u
 
w
a
n
t
 
d
o
n
e
 
a
n
d
 
h
o
w
 
i
t

i
s
 
t
o
 
b
e
 
d
o
n
e

2
.

L
a
r
g
e
 
c
o
n
s
u
m
e
r
 
c
o
n
t
a
c
t

E
R

R
O

R
S

1
.

l
o
s
s
-
o
f
 
e
x
t
r
a
 
s
a
l
e
s

2
.

1
1
1
-
w
i
l
l
 
b
e
t
w
e
e
n
 
b
i
r
d
d
o
g

a
n
d
 
s
a
l
e
s
p
e
r
s
o
n



S
C

IE
N

C
E

P
r
i
n
c
i
p
l
e
:

E
x
h
i
b
i
t
 
c
a
p
a
c
i
t
y
 
t
o
 
f
o
s
t
e
r
 
t
r
u
s
t

P
r
i
n
c
i
p
l
e
:

E
x
h
i
b
i
t
 
q
u
a
l
i
t
i
e
s
 
o
f
 
t
a
c
t

P
r
i
n
c
i
p
l
e
:

C
o
m
m
u
n
i
c
a
t
e
 
p
r
i
d
e
 
i
n
 
e
s
t
a
b
l
i
s
h
m
e
n
t

C
O

N
M

A
JN

I

M
A

T
H

N
U

M
B

E
R

 S
Y

S
T

E
M

S

S
e
t
 
o
f
 
R
e
a
l
 
N
u
m
b
e
r
s

C
A

T
IO

N
S

P
E

R
F

O
R

M
A

N
C

E
 M

O
D

E
S

E
X

A
M

P
LE

S
S
K
I
L
L
S
 
/
C
O
N
C
E
P
T
S

T
.

S
p
e
a
k
i
n
g

1
.

M
a
i
n
t
a
i
n
 
r
e
f
 
e
r
r
a
i
 
s
o
u
r
c
e
s

1
.

l
m
p
l
y
i
n
g
,
l
o
g
i
c

2
.

P
e
r
s
u
a
s
i
o
n
 
a
n
d
 
s
a
l
e
s
 
t
e
c
h
n
.
q
u
e
s

3
.

C
l
a
r
i
t
y
 
o
f
 
e
x
p
r
e
s
s
i
o
n

17



Duty B Qualify the Prospect

4

1 Establish customer rapport .-

2. Determine occupation and place of employment

3 Determine length of employment
4 Ask length of residence and form of ownership
5 Ascertain financial obligation
6 Obtain a9reement on style, -model and equipment

19
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Duty C Demonstrate the Auto

1 Show prospect an automobile
2 Allow prospect to inspect the Features and benefits

of the automobile
3 Take prospect on demonstration drive
4 Lead the prospect

33
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Duty 0 Determine Wholesale Value of Trade \
I Inspect tires (trade-in)
2 Examine body condition (trade-in)
3 Test drive (trade-in)
4 Validate mileage
5 Inspect the interior
6 Check-out electrical equipment
7 Check exhaust system
8 Justify trade-in appraisal
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i
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p
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n
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s
 
t
o
 
r
a
t
e
 
b
o
o
k
)

C
O
M
M
U
N
I
C
A
T
I
O
N
S

P
E

R
F

O
R

M
A

N
C

E
M
o
D
E
S

E
X
A
M
P
L
E
S

1
.

2
.

S
K

IL
LS

 /C
O

N
C

E
P

T
S

1
.

S
p
e
a
k
i
n
g

2
.

W
r
i
t
i
n
g

1
.

I
n
t
e
r
p
r
e
t
 
t
r
a
d
e
-
i
n
 
o
f
f
e
r

2
.

A
s
s
i
g
n
m
e
n
t
 
o
f
 
c
o
n
d
i
t
i
o
n

P
e
r
s
u
a
s
i
o
n
 
a
n
d
 
s
a
l
e
s
 
t
e
c
h
n
i
q
u
e
s
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L
o
g
i
c
,
 
C
l
a
r
i
t
y
 
o
f
 
e
x
p
r
e
s
s
i
o
n

C
l
a
s
s
i
f
i
c
a
t
i
o
n
,
 
P
e
n
m
a
n
s
h
i
p
,

D
e
s
c
r
i
p
t
i
o
n
,
 
C
l
a
r
i
t
y
 
o
f
 
e
x
p
r
e
s
s
i
o
n
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u
r
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s
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r
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r
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u
s
t
o
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r

S
t
e
p
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P
r
i
n
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e
g
i
b
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y
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n
a
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e
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d
d
r
e
s
s
,
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o
u
n
t
y
,
 
c
i
t
y
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t
a
t
e

a
n
d
 
p
h
o
n
e
 
n
u
m
b
e
r

V
a
l
i
d
a
t
e
 
a
g
e

D
E

C
IS

IO
N

S

is

C
U

E
S

1. 2.

E
R

R
O

R
S

1.
B

e 
su

re
 a

ll 
in

fo
rm

at
io

n
c
o
r
r
e
c
t

1
.

D
r
i
v
e
r
s
 
l
i
c
e
n
s
e

.

I
n
v
a
l
i
d
 
c
o
n
t
r
a
c
t

T
i
t
l
e
d
 
i
m
p
r
o
p
e
r
l
y



S
C

IE
N

C
E

P
r
i
n
c
i
p
l
e
:

E
x
c
e
s
s
i
v
e
 
a
t
t
a
c
h
m
e
n
t
 
t
o
 
f
i
x
e
d
-
p
r
o
j
e
c
t
e
d

t
i
m
e
 
s
e
t
s
 
t
e
.
g
.
 
s
c
h
e
d
u
l
e
s
,
 
a
p
p
o
i
n
t
m
e
n
t
s
)

C
o
n
c
e
p
t
:

"
H
a
s
t
e
 
m
a
k
e
s
 
w
a
s
t
e
"

P
r
i
n
c
i
p
l
e
:

G
r
a
n
t
 
a
p
p
r
o
p
r
i
a
t
e
 
r
e
g
a
r
d
 
f
o
r
 
c
u
s
t
o
m
e
r
'
s

p
e
r
s
o
n
a
l
 
s
p
a
c
e

(
c
o
n
v
e
n
i
e
n
c
e
 
a
n
d
 
s
p
e
c
i
a
l
 
i
n
t
e
r
e
s
t
)

P
r
i
n
c
i
p
l
e
:

E
x
h
i
b
i
t
 
q
u
a
l
i
t
i
e
s
 
o
f
 
t
a
c
t
,
 
p
o
i
s
e
,

c
o
n
s
i
d
e
r
a
t
i
o
n
,
 
g
r
a
c
i
o
u
s
n
e
s
s
 
a
n
d

i
m
a
g
i
n
a
t
i
o
n

P
E

R
F

O
R

M
A

N
C

E
 M

O
D

E
S

p
e
a
k
i
r
v
;

2
.

W
r
i
t
i
n
g

3
.

L
i
s
t
e
n
i
n
g

4
.

V
i
e
w
i
n
y

C
O
M
M
U
N
I
C
A
T
I
O
N
S

E
X

A
M

P
LE

S

M
A

T
H

N
U

M
B

E
R

 S
Y

S
T

E
M

S

S
K

IL
LS

 /C
O

N
C

E
P

T
S

1
.

I
n
t
e
r
p
r
e
t
a
t
i
o
n
 
o
f
 
L
u
s
t
o
r

1
.

G
e
n
e
r
a
)
 
v
o
c
a
b
u
l
a
r
y

i
n
f
o
r
m
a
t
i
o
n

U
s
a
g
e

2
.

I
n
t
e
r
p
r
e
t
a
t
i
o
n
 
o
f
 
c
u
s
t
o
m
e
r

i
n
f
o
r
m
a
t
i
o
n

2
.

P
e
n
m
a
n
s
h
i
p

S
p
e
l
l
i
n
g

D
e
s
c
r
i
p
t
i
o
n

3
.

I
n
t
e
r
p
r
e
t
a
t
i
o
n
 
o
f
 
c
u
s
t
o
m
e
r

3
.

D
i
s
c
r
i
m
i
n
a
t
e
 
f
a
c
t
s
 
f
r
o
m
 
n
o
n

i
n
f
o
r
m
a
t
i
o
n

f
a
c
t
s

,

4
.

I
n
t
e
r
p
r
e
t
a
t
i
o
n
 
o
f
 
c
u
s
t
o
m
e
r

4
.

D
e
t
a
i
l
 
a
n
d
 
i
n
f
e
r
e
n
c
e

i
n
f
o
r
m
a
t
i
o
n
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M

E
N

T
)
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E

C
O

R
D

 D
E

S
C

R
IP

T
IO

N
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F
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U
R

C
H

A
S

E
 &

 T
R

A
D

E
IN

'I
T

O
O

LS
, E

Q
U

IP
M

E
N

T
, M

A
T

E
R

IA
LS

,
O

B
JE

C
T

S
 A

C
T

E
D

 U
P

O
N

P
E

R
F

O
R

:..
A

N
C

E
 K

N
O

W
LE

D
G

E
S

A
F

E
T

Y
H

A
Z

A
R

D

P
.O

.
(
P
u
r
c
h
a
s
e
 
O
r
d
e
r
)

S
t
o
c
k
 
c
a
r
d
s
 
o
r
 
i
n
v
e
n
t
o
r
y
 
l
i
s
t

C
u
s
t
o
m
e
r

S
t
e
p
s
:
L
i
s
t
 
n
e
w
 
o
r
 
u
s
e
d
,
 
m
o
d
e
l
-
y
e
a
r

m
a
k
e
,
 
m
o
d
e
l
,
 
t
y
p
e
,
 
c
o
l
o
r
,
 
t
r
i
m
,

s
e
r
i
a
l
 
n
u
m
b
e
r
,
 
s
t
o
c
k
 
n
u
m
b
e
r

L
i
s
t
 
o
p
t
i
o
n
a
l
 
e
q
u
i
p
m
e
n
t

D
E

C
IS

IO
N

S
C

U
E

S
E

R
R

O
R

S

A 1A
I
s
 
t
h
e
 
i
n
f
o
r
m
a
t
i
o
n
 
c
o
r
r
e
c
t

1
.

S
e
r
i
a
l
 
n
u
m
b
e
r

S
t
o
c
k
 
n
u
m
b
e
r

1
.

I
n
v
a
l
i
d
 
p
u
r
c
h
a
s
e
 
o
r
d
e
r



(
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S
K
 
S
T
A
T
E
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E
N
T
)

M
A
T
H

S
C
I
E
N
C
E

N
U
M
B
E
R
 
S
Y
S
T
E
M
S

P
r
i
n
c
i
p
l
e
:

D
e
s
c
r
i
b
e
 
f
a
c
i
l
i
t
i
e
s
 
(
e
q
u
i
p
m
e
n
t
)
 
w
i
t
h

a
p
p
r
o
p
r
i
a
t
e
 
s
p
e
e
d
 
a
n
d
 
c
l
a
r
i
t
y

U
s
e
 
o
f
 
N
u
m
b
e
r
s

(
w
i
t
h
o
u
t
 
c
a
l
c
u
l
a
t
i
o
n
)

C
0
0
1
'
,
G

I
d
e
n
t
i
f
y
 
u
s
i
n
g
 
s
t
o
c
k
 
n
u
m
b
e
r
s

C
o
n
c
e
p
t
:

A
c
c
u
r
a
c
y

P
r
i
n
c
i
p
l
e
:

C
o
n
s
c
i
o
u
s
 
a
w
a
r
e
n
e
s
s
 
o
f
 
q
u
a
l
i
t
i
e
s
 
b
a
s
i
c

t
o
 
o
p
t
i
m
a
l
 
m
e
n
t
a
l
 
p
e
r
f
o
r
m
a
n
c
e

C
o
n
c
e
p
t
:

A
t
t
e
n
t
i
o
n

C
.
,
n
c
e
n
t
r
a
t
i
o
n

M
e
n
t
a
l
 
a
l
e
r
t
n
e
s
s

O
r
g
a
n
i
z
a
t
i
o
n

P
E
R
F
O
R
M
A
N
C
E
 
M
O
D
E
S

1
.

S
p
e
a
k
i
n
g

2
.

R
e
a
d
i
n
g

3
.

V
:
 
_
:
w
i
n
g

C
O
M
M
U
I
"
,
!
I
C
A
1
 
I
C
)
N
F
.
;

E
X
A
M
P
L
E
S

1
.

I
n
t
e
r
p
r
e
t
a
t
i
o
n
 
o
f
 
v
e
c
i
 
i
c
 
l
e

i
n
f
o
r
m
a
t
i
o
n

2
.

I
n
t
e
r
p
r
e
t
a
t
i
o
n
 
o
f
 
v
e
c
l
i
c
l
e

i
n
f
o
r
m
a
t
i
o
n

3
.

I
n
t
e
r
p
r
e
t
a
t
i
o
n
 
o
f
 
v
e
c
h
7
c
l
e

i
n
f
o
r
m
a
t
i
o
n

6
5

S
K
I
I
 
L
S
/
C
O
N
C
E
P
I
.
S

I
.

T
e
r
m
i
n
o
l
o
g
y

C
l
a
r
i
t
y
 
o
f
 
e
x
p
r
e
s
s
i
o
n

2
.

D
e
s
c
r
i
p
t
i
o
n
 
o
f
 
m
e
c
h
a
n
i
s
m

T
e
r
m
i
n
o
l
o
g
y

D
e
s
c
r
i
b
i
n
g

D
e
t
a
i
l
 
a
n
d
 
i
n
f
e
r
e
n
c
e

C
o
l
o
r
 
d
i
s
c
r
i
m
i
n
a
t
i
o
n

R
e
c
o
g
n
i
t
i
o
n
 
o
f
 
s
y
m
b
o
l
s
,
 
c
o
d
e
s

a
n
d
 
e
m
b
l
e
m
s



Duty F 'Compute the Total Sales Price

I
Determine the dealer's sale price

2 Obtain trade-in allowance

3 ''
Compute dealer's discount
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R
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B
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T
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C
T

E
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 U
P

O
N
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E
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R
M
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E
 
D
E
A
L
E
R
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S
A
L
E
 
P
R
I
C
E
 
O
F
A
U
T
O
M
O
B
I
L
E

S
t
i
c
k
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r

-
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M
a
n
u
f
a
c
t
u
r
e
r
'
s

s
u
g
g
e
s
t
e
d
 
r
e
t
a
i
l
 
p
r
i
c
e

-
-
-

D
e
a
l
e
r
'
s
 
p
r
7
r
.
e
 
l
i
s
t

c
a
r

N
e
w
 
c
a
r
 
o
r
d
e
r
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o
o
k

P
u
r
c
h
a
s
e
 
o
r
d
e
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E

C
IS

IO
N

S

P
E

R
F

O
R

M
A

N
C

E
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N
O

W
LE

D
G

E

S
t
e
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:
A
s
c
e
r
t
a
i
n
 
b
a
s
e
 
p
r
i
c
e
 
(
m
a
n
u
f
a
c
t
u
r
e

s
u
g
g
e
s
t
e
d
)

T
o
t
a
l
 
u
p
 
r
e
t
a
i
l
 
c
o
s
t
 
o
f
 
d
e
s
i
r
e
d

o
p
t
i
o
n
a
l
 
e
q
u
i
p
m
e
n
t

E
n
t
e
r
 
e
x
t
r
a
 
c
h
a
r
g
e
s
 
(
s
u
c
h
 
a
s

d
e
l
i
v
e
r
y
 
a
n
d
 
h
a
n
d
l
i
n
g
)

C
o
m
p
u
t
e
 
s
a
l
e
s
 
t
a
x
 
(
t
i
t
l
e
 
f
e
e
s
,

t
r
a
n
s
f
e
r
s
 
o
f
 
l
i
c
e
n
s
e
 
p
l
a
t
e
s
,

m
e
m
o
 
c
o
p
y
 
o
f
 
t
i
t
l
e
,
 
a
n
d

l
i
c
e
n
s
e

f
e
e
s
)

ifs

1
.

A
r
e
 
t
h
e
 
f
i
g
u
r
e
s
 
c
o
r
r
e
c
t

S
A

F
E

T
Y

H
A
Z
A
R
D

C
U

E
S

1
.

C
r
o
s
s
 
r
e
f
e
r
e
n
c
e

E
R

R
O

R
S

1
.

W
r
o
n
g
 
s
a
l
e
s
 
p
r
i
c
e
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S
K
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A
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S
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IE
N

C
E

M
A

T
H

N
U

M
B

E
R

 S
Y

S
T

E
M

S
.

S
e
t
 
o
f
 
R
e
a
l
 
N
u
m
b
e
r
s
 
-
-
-
 
A
d
d
i
n
g
 
c
o
l
u
m
n
s

P
r
o
p
e
r
t
i
e
s
 
o
f
 
t
h
e
 
r
e
a
l
 
n
u
m
b
e
r
 
s
y
s
t
e
m

D
i
s
t
r
i
 
u
t
i

(
m
u
l
t
i
p
l
i
c
a
t
i
o
n
 
W
.
R
.
T
.
 
a
d
d
i
-

t
i
o
n
)

C
O
M
P
U
T
E
 
S
A
L
E
S
 
T
A

U
S
I
N
G
 
P
E
R
C
E
N
T
A
G
E

B
a
s
i
c
 
A
r
i
t
h
m
e
t
i
c
 
s
k
i
l
l

a
n
d
 
c
o
n
c
e
p
t
s
:

F
I
N
D
I
N
G
 
A
 
P
E
R
C
E
N
T
 
O
F

N
U
M
B
E
R

C
O
M
M
U
N

IC
A

T
 I

N
S

S
K

IL
LS

 C
O

N
C

E
P

T
S

P
E

R
F

O
R

M
A

N
C

E
 M

O
D

E
S

E
X

A
M

P
LE

S

1
.

R
e
a
d
i
n
g

1
.

O
b
t
a
i
n
 
n
u
m
e
r
i
c
a
l
 
i
n
f
o
r
m
a
t
i
o
n

1
.

I
n
f
o
r
m
a
t
i
o
n
a
l
 
r
e
p
o
r
t
s

D
e
t
a
i
l
 
a
n
d
 
i
n
f
e
r
e
n
c
e

C
o
m
p
r
e
h
e
n
s
i
o
n

2
.

W
r
i
t
i
n
g

2
.

R
e
c
o
r
d
i
n
g
 
c
u
s
t
o
m
e
r
 
n
e
e
d
s

2
.

C
l
a
s
s
i
f
i
c
a
t
i
o
n

P
e
n
m
a
n
s
h
i
p

3
.

V
i
e
w
i
n
g

3
.

R
e
c
o
r
d
i
m
j
 
c
u
s
t
o
m
e
r
 
n
e
e
,
:
s

L
o
g
i
c

M
e
m
o
r
y
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.

S
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p
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d
r
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o
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R
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o
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A
.

A
r
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e
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t
 
w
h
o
l
e
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a
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e
 
p
r
i
c
e
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o
n
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r
 
w
i
t
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e
s
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e
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o
r
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o
t
h
e
r
 
p
a
r
t
y
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p
r
i
v
a
t
e
l
y
)

D
E

C
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IO
N
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1
.

D
e
t
e
r
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i
n
e
 
r
e
t
a
i
l
 
v
a
l
u
e
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U
E
S

1
.

C
o
n
d
i
t
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o
n
 
o
f
 
t
r
a
d
e

E
R
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O
R
S

1
.

I
n
c
r
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a
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e
c
r
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s
e
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r
o
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Duty G Close the Sale

I Maintain proper closing situation
2 Reassure the prospect
3 Use a variety of closing techniques
4 Obtain transaction approval
5 Determine when to turn-over (prospect)

6 Follow-up walk-outs

7 j 75
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p
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c
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c
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C
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p
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p
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R
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i
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R
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b
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b
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c
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P
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p
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p
l
e
m
e
n
t
i
n
g
 
s
a
l
e
s
 
d
a
t
a

1
.

2
.

T
e
r
m
i
n
o
l
o
g
y

C
l
a
r
i
t
y
 
o
f
 
e
x
p
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p
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P
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c
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p
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Duty H Order the Prospect's Automobile
/

1
Determine make, model and style of new automobile
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Duty I Finance the Customer

I Prepare credit application
2 Contact lending institutions
3 Explain credit process
4 Explain the payment plan
5 Finalize customer financing
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Duty J ollow-Up the Sale and Delivery

1 Arrange for final delivery
2 FolloW=up dealer preparation
3 Deliver the automobile
4 Perform rapid follow-up of current customers
5 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 places
Gold Plated - Credit of the customer is excellent a
High Ball - Dealer raises the sale price above normal

Leads - Prospective customer
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.O. - 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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