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Introduction
My name is Nick Lawrenson, and I'm 

the Managing Partner of DGA Auto. 

DGA's been in business since 1993 and 

taking Inbound Service Appointment 

calls since 2008. We've answered tens 

of millions of service calls, which has 

given us the opportunity to learn the 

"do's and don'ts" of Service Business 

Development Centers.



Establishing 
Your Office

There are 4 essential tips when selecting 

your office space for a service BDC: 

1) Identify an area of your dealership or 

an off-site location that provides sufficient 

room and comfort for your staff. Your 

agents will be required to answer 12 calls 

per hour, and this will be stressful at 

times. Give them enough room so that 

they can hear the customer and the 

customer can't hear other agents in their 

BDC. 

2) Don't spare expense of your 

computers. Buy new computers with i5 

processors or higher. This will decrease 

call times and eliminate unnecessary wait 



times on calls. Your agent will be working 

in multiple programs and screens, and a 

slow computer will complicate things. 

3) Determine whether you're using an 

auto-attendant or live operator. I prefer an 

auto-attendant to speed up answer times 

and reduce mistakes in call routing. Keep 

the auto-attendant down to four options 

or fewer. 

a. Press 1 to schedule or reschedule an 

appointment only. (This call will forward 

to your BDC agents.)  

b. Press 2 to check the status or your 

vehicle or speak to an advisor. (This call 

will forward to your Advisor hunt group) 

If you decide to use a live operator, you 

will need to train attendants who will be 

answering the phones to ask all service 

customers, "Are you calling to schedule a 

service appointment?" 



4) Use a vendor such as DGAAuto.com 

to backstop your in-house BDC. A 

backstopping company will make you 

more efficient. Consider the fact that you 

are either over-staffed or understaffed 

every day. A backstop gives you the 

ability to understaff slightly from 8-4 and 

gives you coverage outside of these 

hours. If you are running a BDC of three, 

one or two call-outs will ruin your day, 

week, and month. Why risk it? Make sure 

you have a backstop.  



There are many places to cut corners, but 

a scheduler isn't one of them. I commonly 

see dealers going with the recommended 

scheduler from their OEM, and in many 

cases, it's not the right one. I've seen top 

OEMs sign on to schedulers that don't 

have CDK & Reynolds-certified 

interfaces. Dealers were forced to use a 

scheduler that didn't work. 

Choose 
Scheduling 

Software 
Wisely



A great scheduler has the following key 

features:  

a. Certified interface with your DMS with 

real-time push and pull 

b. Ability to control greeter, waiter, loaner, 

and shuttle by time slot 

c. Limitation capabilities by op-code by 

time: "no check engine after 2:00 pm" 

d. Account management that's heavily 

involved in set-ups and is available to you 

after the fact as well 

A BDC and scheduler will increase your 

RO count by 30% while making the flow 

of work appear lighter. You need the 

ability to customize your scheduler to 

maximize your profits. Efficiency is the 

name of the game. Stop allowing the 

massive rush of work before lunch and 

running out of work in the afternoon! 

Keep it nice and steady all day long! 



Recruiting is the front line to your 

employees like a BDC is the front line to 

your customers. 

Who do you have representing you when 

you are hiring? 

How do you approach hiring? 

Do you rise to the occasion or rush 

through it like a slice of pizza at 3:00 pm? 

Recruiting 
Is An Art 

Mastered By 
Few 



I'm one of the busiest people I know, and 

I'm sure you feel the same way about 

yourself. I receive over 300 emails per 

day, have 30+ employees barge into my 

office daily, handle recruiting, sales 

meetings, angry clients, and financial 

statements, and have two kids to 

conserve my energy for when I get home. 

Guess what? I still recruit, am heavily 

involved in hiring, and don't let anyone 

get hired that doesn't meet the standards 

of my company. 

The point I'm making is that hiring is a 

crucial investment of expense, time, and 

energy and exposes your dealership to 

good or bad. Each employee you hire 

either adds or subtracts from your 

dealership.   
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I have the following pointers to offer when 

recruiting a service BDC staff member: 

a. Conduct a mini phone interview on the 

initial call. Qualify the candidate to make 

sure he/she can do the job, have the 

required availability, and have the voice 

you want talking to your customers. Do 

you associate the voice with positive or 

negative? 

b. Analyze the attitude of the person on 

the other end. Is he/she looking for a 

quick job or an opportunity to grow into a 

career? Do you feel gratitude on the other 

end of the call, or is he/she acting like the 

call is a bother? 

c. Find someone that has a track record 

of showing up to work. A day missed in 

the BDC will alter your business for the 

worse, especially if you're not already 

working with DGA Auto as a backstop. 



d. Your applicant will need to complete a 

typing test. You can find this typing test 

on DGAauto.com/careers. The applicant 

should be able to complete at least 35 

words per minute. Never higher an 

applicate who can't type 30 wpm. Typing 

is a language, and your agent needs to 

speak it fluently to efficiently complete 

appointment calls. A person who can't 

type 35 wpm will constantly ask a 

customer to repeat himself because 

his/her typing can't keep up with the 

conversation.  

Special Note: Don't worry about hiring 

candidates with automotive experience. 

It's unnecessary and will only complicate 

the hiring process.  



Training will typically be broken down into 

five days and five sections. 

Day 1: Introduction into the auto industry, 

makes and models, and inbound 

appointment script. Your script needs to 

coordinate with your scheduler's. Every 

scheduler has a different order, so be 

sure your script accounts for this. 

Day 2: Scheduling software training. 

Using the script to guide your agent 

through the scheduler. Your agent needs 

to understand why he/she is doing what 

the script demands of them.  

Training 
Your 

Policies



For example, why are they confirming 

customer information? Updated customer 

information streamlines the 

communication process, reduces 

marketing cost, increases survey 

response, and simplifies the write-up 

process. 

Your agents need to know the "why's" if 

you expect them to perform at a high 

level. 

Day 3: Dealership policies such as hours, 

weekend hours, recall, transportation, 

afternoon limitations, previous schedule 

or unspecified, and anything else that you 

require during the appointment-setting 

process. 

Where are you keeping this information 

for the agents? 

How are they referencing it?  



Who updates advisors when they are 

replaced? 

There is a ton to document and have 

available for your BDC. 

Day 4: Live calls with a shadowing 

manager. Your agents should start taking 

calls on day 4 with a live evaluator sitting 

by their side. Be there for questions, 

critique, and to check op codes and notes 

after the appointment is booked. 

Day 5: Agent testing and introduction to a 

quality management. Train your BDC 

staff member on your key performance 

indicators. Teach them how they'll be 

graded. 

Special note: Listen to 5% of an agent's 

calls in his/her first 30 days and 2% after. 

  



Creating a service BDC isn't an easy task 

by any means. It will take hard work and 

determination. By following the 4 keys 

listed in this e-book, you will have the 

foundation needed to create a BDC that 

will produce the results needed to grow 

your business.  

If you're interested in learning more about 

how to setup a service BDC that 

consistently grows your business visit 

www.DGAauto.com or call DGA at (888) 

617-0226 .  

Conclusion


