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SERVICE ADVISOR
A Service Advisor at Ford Motor Company dealerships is responsible for managing the complete customer service experience within the service department—from appointment scheduling and vehicle intake to repair coordination, warranty processing, and final payment. This role serves as the primary liaison between customers, technicians, the parts department, and other dealership departments, ensuring efficient operations and exceptional customer satisfaction.

Key Responsibilities
Opening & Daily Operations
· Open the service department for business at 07:30 AM 
· Check overnight night drop for customer keys, instructions, and vehicles 
· Review daily schedule and prepare for incoming appointments 
· Follow up with no-show customers to reschedule appointments 

Appointment Scheduling & Preparation
· Book and manage service appointments (phone, online, in person) 
· Determine customer needs including waiting, shuttle service, or loaner vehicles 
· Review upcoming appointments for accuracy and proper time allocation 
· Coordinate with the Parts Department to ensure required parts are ordered and available 
Customer Intake & Consultation
· Greet customers and review appointment details upon arrival 
· Verify concerns and accurately document all issues on the work order 
· Open and “roll” work orders with clear, detailed, and accurate information 
· Ensure all relevant details, including warranty coverage, are recorded 
· Actively listen to customer needs and concerns to ensure a positive experience 

Work Order & Service Management
· Dispatch work to technicians 
· Ensure all technician time is properly accounted for 
· Maintain accurate documentation of all services performed 
· Stay informed on current recalls and communicate next steps to customers when applicable 

Inspections, Warranty & Technical Communication
· Review multi-point inspection results with customers 
· Clearly explain repair recommendations, findings, and vehicle condition 
· Interpret and explain warranty coverage and policies to customers 
· Code and process warranty claims for both Ford and aftermarket providers 
· Identify customers nearing the end of warranty coverage and recommend introduction to the Finance Manager for extended protection options 

Cross-Department Collaboration & Sales Awareness
· Listen for customer interest in upgrading or replacing their vehicle 
· When appropriate, introduce customers to a Sales Representative or provide contact information/business cards 
· Support dealership goals by contributing to both service retention and vehicle sales opportunities 

Customer Communication & Service Delivery
· Provide timely updates on service progress, delays, or additional repairs 
· Upon completion, clearly explain all work performed, specifications, and recommendations 
· Ensure transparency in pricing and service details 


Payment & Administrative Duties
· Process payments and cash out customers 
· Close work orders after financial transactions are completed 
· Ensure all paperwork and documentation is complete, accurate, and properly stored 

Sales & Customer Experience
· Recommend maintenance and additional services when appropriate 
· Build strong customer relationships and ensure high satisfaction 

Key Expectations
· Deliver exceptional customer service in a fast-paced environment 
· Maintain strong attention to detail in documentation and repair orders 
· Effectively manage time, workflow, and multiple customers 
· Communicate clearly with customers, technicians, and internal departments 
· Maintain up-to-date knowledge of Ford products, recalls, and warranty processes 
· Demonstrate awareness of opportunities to support finance and sales teams 

Skills & Qualifications
· Strong communication and interpersonal skills 
· Excellent organizational and multitasking abilities 
· Basic automotive knowledge and understanding of service processes 
· Experience with dealership systems (preferred) 
· Customer service and/or sales experience 


