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AUTOMOTIVE SERVICES MARKETING SERIES EVENT
PARTICIPANT INSTRUCTIONS

PROCEDURES

1.
The event will be presented to you through your reading of these instructions, including the Performance Indicators and Event Situation. You will have up to 10 minutes to review this information to determine how you will handle the role-play situation and demonstrate the performance indicators of this event. During the preparation period, you may make notes to use during the role-play situation.

2.
You will have up to 10 minutes to role-play your situation with a judge (you may have more than one judge).

3.
You will be evaluated on how well you meet the performance indicators of this event.

4.
Turn in all your notes and event materials when you have completed the role-play.

PERFORMANCE INDICATORS 

1. Demonstrate a customer-service mindset.
2. Handle difficult customers.
3. Determine ways to reinforce the company’s image.
4. Explain the role of ethics in customer relationship management. 
5. Identify product’s/service’s competitive advantage. 
EVENT SITUATION

You are to assume the role of sales clerk at Presti Auto Supply, a local automotive parts store. A customer (judge) has asked you to assist in the selection of purchasing a replacement car battery.
Presti Auto Supply is a retail store that sells automotive parts, motor oil, cleaning products, and other replacement parts for all types of consumer vehicles. The company prides itself on offering a good selection of merchandise at a fair price. The mission of the company is to provide superior customer service that exceeds every customer’s expectations. 
The customer (judge) is a senior citizen who appears to be visually overwhelmed. After you approached the customer (judge) and offered assistance, the customer (judge) shared with you that their car will not start and a friend thinks it may be the battery. The customer (judge) is very concerned, as they do not usually handle this type of situation. 
Your task is to calm the customer (judge) down and sell a new battery.  
You will present your battery selection from one of the three options below to the elderly customer (judge) in a role-play to take place in the aisle of the store where the batteries are displayed. The elderly customer (judge) will begin the role-play by telling you the make and model of their car and ask for your suggestion.  After you have presented and have answered the customer’s (judge’s) questions, the customer (judge) will conclude the role-play by thanking you for your work.
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Features and Benefits: Battery Constructed w/
Dual Terminals For A Universal Top Or Side
Terminal Fit. Deep Pocket Envelope Separators
Prevent Shorts For Extended Battery
Performance. Forged Terminal  Bushings &
Demineralized Electrolyte Help Ensure Long
Battery Life.

Delivers Reliable Cranking Power For Sure
Starts.

Handle Included For Convenient Installation &
Transportation.

Computer-Controlled Manufacturing Assures
Quality & Long Life. Maintenance-Free Calcium
-Calcium Alloy Minimizes Water Loss & Extends
Battery Life. Flush Cover Design For Secure Fit.
Full-Frame Grids Prevent Shorts For Better
Performance.

Warranty: 40 Month/3 Months Free Replace-

ment
Cost prorated after replacement time elapse

$109.99

65 Month Universal

75 Month Universal

Features and Benefits: Ample Power For
Most Applications. Computer-Controlled
Manufacturing Assures Quality & Long
Life. Deep Pocket Envelope Separators
Prevent Shorts For More Power. Forged
Terminal Bushings & Demineralized
Electrolyte Help Ensure Long Battery Life.
Built w/ Convenient Handle For Ease Of
Installation & Safe Handling.

Warranty: 65 Months/18 Months Free
Replacement. Cost prorated after replace-
ment time elapse

$129.99

Features and Benefits: Legendary Starting
Power w/ Dependable Performance.
Computer-Controlled Manufacturing Assures
Quality & Long Life. Deep Pocket Envelope
Separators Prevent Shorts For More Power.
Convenient Handle For Ease Of Installation &
Safe Handling.

Warranty: 75 Months/18 Months Free
Replacement. Cost prorated after replace-
ment time elapse

$149.99




JUDGE’S INSTRUCTIONS
DIRECTIONS, PROCEDURES AND JUDGE’S ROLE

In preparation for this event, you should review the following information with your event manager and other judges:

1. Procedures

2. Performance Indicators 

3. Event Situation

4. Judge Role-play Characterization

Participants may conduct a slightly different type of meeting and/or discussion with you each time; however, it is important that the information you provide and the questions you ask be uniform for every participant.

5. Judge’s Evaluation Instructions

6. Judge’s Evaluation Form

Please use a critical and consistent eye in rating each participant.

JUDGE ROLE-PLAY CHARACTERIZATION

You are to assume the role of an elderly customer at Presti Auto Supply, a local automotive parts store. You have asked a store employee (participant) for help with purchasing a replacement battery for your car. The make and model of the car is your choice.  
Presti Auto Supply is a retail store that sells automotive parts, motor oil, cleaning products, and other replacement parts for all types of consumer vehicles. The company prides itself on offering a good selection of merchandise at a fair price. The mission of the company is to provide superior customer service that exceeds every customer’s expectations.
You are a senior citizen who appears to be visually overwhelmed. The store employee (participant) has approached you and offered assistance. You share that your car will not start and a friend thinks it may be the battery. You are very concerned and overwhelmed as you do not usually handle this type of situation. 
The employee (participant) will present options to you in a role-play to take place in the battery aisle of Presti Auto Supply. You will begin the role-play by greeting the employee (participant), sharing the make and model of your car, and then asking for the appropriate battery. 
During the course of the role-play you are to ask the following questions of each participant:

1. Why did you select this battery over the other options?

2. Can I get this battery for a cheaper price at one of the national chain auto part stores?
Once the employee (participant) has presented the battery options and has answered your questions, you will conclude the role-play by thanking the employee (participant) for their work.

You are not to make any comments after the event is over except to thank the participant.

JUDGE’S EVALUATION INSTRUCTIONS

Evaluation Form Information

The participants are to be evaluated on their ability to perform the specific performance indicators stated on the cover sheet of this event and restated on the Judge’s Evaluation Form. Although you may see other performance indicators being demonstrated by the participants, those listed in the Performance Indicators section are the critical ones you are measuring for this particular event.

Evaluation Form Interpretation

The evaluation levels listed below and the evaluation rating procedures should be discussed thoroughly with your event chairperson and the other judges to ensure complete and common understanding for judging consistency.

	Level of Evaluation
	Interpretation Level

	
	

	Exceeds Expectations
	Participant demonstrated the performance indicator in an extremely professional manner; greatly exceeds business standards; would rank in the top 10% of business personnel performing this performance indicator.

	
	

	Meets Expectations
	Participant demonstrated the performance indicator in an acceptable and effective manner; meets at least minimal business standards; there would be no need for additional formalized training at this time; would rank in the 70-89th percentile of business personnel performing this performance indicator.

	
	

	Below Expectations
	Participant demonstrated the performance indicator with limited effectiveness; performance generally fell below minimal business standards; additional training would be required to improve knowledge, attitude and/or skills; would rank in the 50-69th percentile of business personnel performing this performance indicator.

	
	

	Little/No Value
	Participant demonstrated the performance indicator with little or no effectiveness; a great deal of formal training would be needed immediately; perhaps this person should seek other employment; would rank in the 0-49th percentile of business personnel performing this performance indicator.
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	AUTOMOTIVE SERVICES MARKETING SERIES, 2014

JUDGE’S EVALUATION FORM
STATE EVENT

INSTRUCTIONAL AREA: Customer Relations

	Participant: _____________________

I.D. Number: ____________________


	Did the participant:
	Little/No 

Value
	Below Expectations
	Meets Expectations
	Exceeds Expectations
	Judged 

Score

	PERFORMANCE INDICATORS

	1.
	Demonstrate a customer-service mindset?
	0-1-2-3-4-5
	6-7-8-9
	10-11-12-13
	14-15-16
	

	2.
	Handle difficult customers?
	0-1-2-3-4-5
	6-7-8-9
	10-11-12-13
	14-15-16
	

	3.
	Determine ways to reinforce the company’s image?
	0-1-2-3-4-5
	6-7-8-9
	10-11-12-13
	14-15-16
	

	4.
	Explain the role of ethics in customer relationship management?
	0-1-2-3-4-5
	6-7-8-9
	10-11-12-13
	14-15-16
	

	5.
	Identify product’s/service’s competitive advantage?
	0-1-2-3-4-5
	6-7-8-9
	10-11-12-13
	14-15-16
	

	6.
	Reason effectively, use systems thinking, make judgments and decisions, and solve problems?
	0-1-2-3
	4-5-6
	7-8
	9-10
	

	7.
	Overall impression and responses to the judge’s questions
	0-1-2-3
	4-5-6
	7-8
	9-10
	

	TOTAL SCORE
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