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FOREWORD

A

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. foice of Education.

!
|

The Occupational Analysis project was proposed and conducted to- train voca-
tional educators in the.techniques of making a comprghensive 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 cne involved the planning
and development of the project strategies. The anclysis process was based
on sound priaciples of learning and behavior. Phase two was the identifica~
tion, selection and orientation of all participants. Thbe training and work-
shop sessions constituted the third phase. Two-week workshops were  held A
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.

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

tors capéﬁle of conducting and assisting in a comprehensive analysis of

various occupations. Occupational analysis data were generated for sixty-one
occupations. 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; safetv knowledge; concepts and .
skills of mathematics, science and communication needed frr successful per- - ”
formarce 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 su-ject areas.

R A



PREFACE

The following pages tontain a detailed analysis of the duties and tasks of a competent
automotive service -advisor. The analysis was constructed on the basis of those duties

performed by an automotive service advisor working in an automotive dealership or an inde-
pendent service center.

As outlined, the duties and tasks covers those items mentioned in the job description with
the exception of detailed mechanical jobs. The automotive service advisor is responsible
pPrimarily for sales and services and at the same time may be called upon to supervisé
other servicé center workers such as auto mechanics, auto body “repair and painting.
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JOB DESCRIPTION

.

b

An automotive service.advisor is a person who inspects and tests automobiles and trucks
to determine a need for and costs of repairs. He/she does this by: (1) road tests, ' (2)
mechanical tests and (3) electronic tests. He/she also visually inspect the automobile or
truck ‘and-asks questions about the vehicle’s performance. Once a need is determined this

person estimates the cost of repairs and prepares an itemized work order listing costs of
parts and labor.

This person may also be called upon to supervise auto mechanics, body repair, painting
and other garage services. - . - \
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Duty éaﬂﬁnepariﬁg Service Orders

Greet custonmer .

Answer phone

Interpret customer’s needs

Interpret mechanical and electronic testing results
Schedule repair work

Record necessary data from customer

Estimate costs of repair and time of completion
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/ (TASK STATEMENT) ANSWER-RHONE' .

S~

TOOLS, EQUIPMENT, MATERIALS, . s
,,O,w._mo._.m ACTED UPON PERFORMANCE x,zosz.mcmm ) ) SAFETY — HAZARD
Phone R . ‘Greeting ) : N/A
. Customer - . 2 .
Pad & pencil Identify Business

Identify self . ) .

DECISIONS . N . -~ CUES : _ERRORS

Tone of voice . Loss of customer

\ - AN
Determine if customer has correct

“department . _ , .
. Deci if job can be done “\ General business conditions " L.oss of business time -

- . ! : ~
Decide approximately when can‘job.be-
done ! D
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¢ Duty B Supervising Personnel

1
2
3
4
5
6

Prepare work schedule
Assign work to be done
Evaluate job performance
Employ personnel ‘
Handle -employee complaints
Maintaip good housekeeping
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Duty C Handling Customer Complaint

Answer phone
Greet customer )
Listen to and determine validity of customer’s complaint
Complete follow-up of customer’s complaint
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Duty D Scheduling New and Used Car Preparation

\ 1 Record necessary data on vehicle
2 Schedule preparation of vehicle
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N I  Duty E Selling of Related Merchandise

-

& } ' . 1 Make visual 1nspect:lon of vehicle
N 2 Display merchandise
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Duty F Informing Customer of Job Completion

' 1 Pull service order and review

2 Handle customer closing
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Duty G Maintaining Customers Records
\

1 Complete customer-follow-up file \
2 ,Beview customer follow-up file periodically
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