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General Instructions 
 

 

• Greet your instructor and the other participants when you enter the class. 
 
• Always be punctual for every class. 
 
• Be regular. Candidates who fall short of the required attendance will not be certified. 
 
• Inform your instructor if, for any reason, you need to miss class. 
 
• Pay careful attention to what your instructor is saying or showing. 
 
• In case you do not understand something, do not hesitate to put up your hand and seek clarification. 
 
• Make sure you do all the exercises in your workbook. It will help you understand the concept better. 
 
• Practice any new skills you have learnt as many times as possible. Seek the help of your trainer or 

co-participant for practice. 
 
• Take all necessary precautions, as instructed by your trainer, when using machinery and tools. 
 
• Make sure you are neatly attired and presentable at all times. 
 
• Participate actively in all the activities, discussions and games during training. It will make you more 

confident and help in the learning process. 
 
• Always take bath, wear clean clothes and comb your hair before you come to the class. 
 
• The three most important words you must always remember and use in your daily conversation are 

PLEASE, THANK YOU and SORRY 
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Unit 1 
 

Introduction 
 
 
 
 

 

1.1 Introduction to the Program 
 

 

Unit Objectives 
 

After completing this module, you will be able to: 
 

• Agenda and Importance of the Program 
 
• Getting to know each other 

 

 

Importance of the Program 
 

This program will facilitate an overview of: 
 

• Automotive Industry 
 
• Behavioural, Professional and communication skills required for performing your job effectively 
 
• How to perform an automotive sales consultant’s duties effectively 
 
• How to work effectively in sales environment 
 
• How to build customer relationship 
 
• How to sell products 
 
• How to handle and solve customer complaints 
 
• Developing a relationship with clients, colleagues, visitors and others while performing duties 

effectively 
 

Activity - Expectation Mapping 
 

What are your expectations from this Program? 
 

1. ........................................................................................ 
 

2. ........................................................................................ 
 

3. ........................................................................................ 
 

 

1.2 History 
 

The automotive industry began in the 1890s with hundreds of manufacturers that pioneered the horseless 

carriage. For many decades, the United States led the world in total automobile production. In 1929 before 

the Great Depression, the world had 32,028,500 automobiles in use, and the U.S. automobile industry 

produced over 90% of them. At that time the U.S. had one car per 4.87 persons. After World War II, the 

U.S. produced about 75 percent of world's auto production. In 1980, the U.S. was overtaken by Japan and 

became world's leader again in 1994. In 2006, Japan narrowly passed the U.S. 
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in production and held this rank until 2009, when China took the top spot with 13.8 million units. With 
19.3 million units manufactured in 2012, China almost doubled the U.S. production, with 10.3 million 

units, while Japan was in third place with 9.9 million units. 

 

1.3 Automotive Industry in India 
 

The automotive industry in India is amongst the larger markets in the world. India’s passenger car and 
commercial vehicle manufacturing industry is the sixth largest in the world, with an annual production 
of more than 3.9 million units in 2011. According to recent reports, India overtook Brazil and became 
the sixth largest passenger vehicle producer in the world, beating such old and new auto makers as 
Belgium, United Kingdom, Italy, Canada, Mexico, Russia, Spain, France, Brazil, growing 16 to 18 
percent to sell around three million units in the course of 2011 and 2012. 
 

As of 2010, India is home to 40 million passenger vehicles. More than 3.7 million automotive vehicles 
were produced in India in 2010 (an increase of 33.9%), making the country the second (after China) 
fastest growing automobile market in the world in that year. According to the Society of Indian 
Automobile Manufacturers, annual vehicle sales are projected to increase to 4 million by 2015, no 
longer 5 million as previously projected. 

 

1.4 Automotive Dealerships 
 

Automotive dealers are the bridge between automobile manufacturers and the consumer. New car 
dealers are primarily engaged in retailing new cars, sport utility vehicles (SUVs), and passenger and 
cargo vans. New car dealers employ 9 out of 10 workers in the industry. Most new car dealers 
combine vehicle sales with other activities, such as providing repair services, retailing used cars, and 
selling replacement parts and accessories. These dealers offer one-stop shopping for customers who 
wish to buy, finance, and service their next vehicle. On the other hand, stand-alone used car dealers 
specialize in used vehicle sales and account for only 1 out of 10 jobs in the industry. 
 

According to the National Automobile Dealers Association, new vehicle sales account for more than half of 

total sales revenue at franchised new car and new truck dealers. These sales generate additional revenue 

in other departments of new car dealers. By putting new vehicles on the road, dealers can count on after-

market additions, new repair and service customers, and future trade-ins of used vehicles. 
 

The after-market sales department in a new car dealer sells additional services and merchandise after 
the vehicle salesperson has closed a deal. After-market sales workers sell service contracts and 
insurance to buyers of new and used cars and arrange financing for their purchases. 
 

Service departments in automobile dealers provide automotive repair services and sell accessories 
and replacement parts. Most departments service only cars and light trucks, but some service heavy 
trucks, buses, and tractor-trailers. Some dealers also have body shops to do collision repair, 
refinishing, and painting. The work of the service department has a major influence on customer’s 
satisfaction and willingness to purchase future vehicles from the dealer. 
 

Improvements in technology continue to increase the durability and longevity of new cars, raising the 
number of high-quality used cars. In recent years, the sale of used cars has become a major source of 
profits for many new car dealers in the wake of decreasing margins for new cars. In fact, some luxury 
vehicle manufacturers promote certified pre-owned vehicles to customers who may be unable to 
afford new vehicles of a particular make. In economic downturns, the relative demand for these and 
other used cars often increases as sales of new cars decline. 
 

The number of workers employed by automobile dealers varies significantly depending on dealer size, 

location, makes of vehicles handled, and distribution of sales among departments. The majority of 
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workers in this industry are in sales occupations, installation, maintenance, and repair occupations, 

and office and administrative support occupations. 
 

Sales and related occupations are among the most important occupations in automobile dealers and 

account for 36 percent of industry employment. Sales workers success in selling vehicles and services 

determines the success of the dealer. Automotive retail salespersons usually are the first to greet 

customers and determine their interests through a series of questions. Before entering the dealer, many 

customers use the Internet to research and compare vehicle prices, features, and options. Salespersons 

then explain and demonstrate the vehicle’s features in the showroom and on the road. Working closely 

with automotive sales worker supervisors and the customers, salespersons negotiate the final terms and 

price of the sale. Automotive salespersons must be tactful, well groomed, and able to express themselves 

well. Their success in sales depends on their ability to win the respect and trust of prospective customers. 

 

1.5 Outlook 
 

Through 2014, population growth will increase demand for passenger cars and boost employment in 
automobile dealers. Growth of the work force and in the number of families in which both spouses 
need vehicles to commute to work will contribute to increased vehicle sales and employment in this 
industry. As personal incomes continue to grow, more people will be able to afford the luxury of 
owning multiple vehicles, a factor that also should increase sales. 
 

Any future dealer consolidation should have a minimal effect on the industry because of continued 
demand for vehicles and related services. Dealers will always need well-qualified people to work in 

the various departments of the dealership. 

 

Activity – Questions 
 

1. Arrange the following countries in order of automobile production. 
 

a) India 
 

b) Japan 
 

c) United States 
 

d) China 
 
2. What are the services provided by a typical car dealership? 
 

a) ........................................................................................................................................................ 
 

b) ........................................................................................................................................................ 
 

c) ........................................................................................................................................................ 
 

d) ........................................................................................................................................................ 
 
3. What percentage of employees from the auto sales sector are hired by the new car selling dealerships? 
 

a) 70% 
 

b) 80% 
 

c) 90% 
 

d) 10% 
 
4. Name any three qualities that an automotive sales consultant should possess 
 

a) ........................................................................................................................................................ 
 

b) ........................................................................................................................................................ 
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c) ........................................................................................................................................................ 
 

d) ........................................................................................................................................................ 
 

5. Give three reasons for the expected growth in the automotive industry. 
 

a) ........................................................................................................................................................ 
 

b) ........................................................................................................................................................ 
 

c) ........................................................................................................................................................ 
 

d) ........................................................................................................................................................ 
 
 
 
 

Notes 
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Unit 2 
 

Customer Mobilization 
 
 
 

 

The mobilization of customers is one of the most vital steps for running a successful automobile 
dealership. The customers may walk in to the dealership, enquire about deals and products on the 
phone or even come to kiosks which are nowadays being more commonly used by various dealerships 
for promotion. The important thing is that the salesperson understands that each customer is equally 
important. In this chapter we’ll take a look at the various ways a customer can be attracted to come 
into the dealership. 
 
 

2.1 Walk-Ins 
 

The customers that walk in to the dealership are the most likely to bring business. It is very important 
that a salesperson engages the customer and understands what the customer is looking for and how 
the dealership offering can fulfil the needs of the customer. The salesperson has to use his/her selling 
skills to convert the walk-in into a sale. 
 

The walk ins can be a result of advertisements in the various media, references from existing 
customers or just a curious person wanting to know the offerings. It is important to establish the type 
of customer and then move forward with a sales pitch. The selling skills of the salesperson are crucial 
in determining if the customer is going to buy a vehicle or not. These skills will be discussed in more 
detail in the next chapter. 

 

2.2 Phone-Ups 
 

The customer who approaches your dealership over the telephone is just as important as the one who 

walks through the door. What salespeople don’t realize is that every dealer spends lacks of rupees a year 

in newspaper, yellow pages, magazine and other promotional advertising just to get this customer to call 

the dealership. The dealer has every right to expect a return on his/her investment. If salespeople don’t 

handle these phone-ups properly, it’s as though the advertising budget was just flushed down the drain. 
 

Here are four suggestions that will help you learn how to take advantage of the telephone customer: 
 

• Treat every phone-up like a walk-in customer: The person calling on the phone is no different 

than one who walks through the door. 
 
• Show excitement over the phone: Since the person on the other end can’t see you, the 

salesperson must show the same enthusiasm as if the customer was in the showroom. 
 
• Obtain as much information as possible: The salesperson should never hang up with a customer 

without obtaining at least a name and phone number for follow-up purposes. 
 
• Follow-up within 24 hours: You may not be the only dealership the customer is calling. So a 24-

hour follow-up call is a must. 
 

What makes the phone-up different from the walk-in customer? 
 

• Phone-up can only judge you by your voice 
 
• Phone-up doesn’t have time to shop around 
 
• Phone-up is looking for a salesperson first 
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• Phone-up lets his/her fingers to the walking 
 
• Phone-up needs things done his/her way 
 
• Phone-up may just want information 
 
• Phone-up wants to see how interested you are 
 
• Phone-up may be afraid of face-to-face contact with salespeople 
 
 

2.3 Kiosks 
 

Setting up kiosks is a practice which has gained a lot of popularity with many dealerships in the recent 
times. Kiosks are set up at various places with a lot of foot fall and hence a lot of potential customers. 
Usually these kiosks are set up in shopping centres, market places or cultural event venues. 
 

Kiosks are a good way to present the vehicles in an open environment where everybody can check out 
the vehicle and know about the features and offers. Initially these kiosks where used to promote new 
vehicles as this way the vehicle can be seen physically without going to a dealership for specially 
checking out the vehicle in person. This is a good way to attract new customers. 
 

These kiosks usually also have competitions, games and lucky draws held to stimulate potential 
customers and increase excitement toward the offerings. The salesperson at such kiosks have to be 
proactive and enthusiastic in order to convert this excitement and queries into prospective test drives 
and subsequently into sales. 
 
 

Activity 
 

In this activity, the class will have to deal with a potential customer. Imagine yourself in each of the above 

scenarios; the client can be a walk-in, a phone up or a shopping mall visitor at the kiosk. Each student will 

have to role play as a salesperson and develop a conversation with this potential customer. 
 

When you’re taking a phone-up, always remember that the dealer is spending a great deal of money 
to get this person to call. Either through advertising, yellow pages, or the marquis in front of the store, 
this is money purposely spent for getting customers to buy vehicles from you. As the salesperson, it is 
your responsibility to handle each and every caller as though he/she were in the showroom. In the 
following scenario, the salesperson should try to get as much information as possible. 
 

Read the role play before starting the exercise 
 

Shopper Profile 
 

The customer is calling the dealership to inquire about a car. The customer wishes to finance the car, 

and has a car to trade-in. This is the first dealership the customer has contacted. 
 
 

2.4 Prospecting/ Networking 
 

There are several facets of the auto industry that a salesperson cannot control. One of these is the number 

of customers that will come through the door on any given day. Consequently, the number of sales one 

can generate becomes a guessing game, making it difficult to systematically predict a monthly income. 

Since his/her earnings are derived primarily from commissions, he is constantly under pressure to make 

the maximum amount on each customer, instead of on a volume of customers. 
 

Waiting for customers to stroll into the dealership at their own pace is not the answer. A salesperson has 

to be able to control his destiny if he wants to become successful and earn a lot of money. The only way he 

can do this is to take the bull by the horns and bring some customers into the dealership himself. 
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It’s not always easy and it does take a lot of work. But the only way salespeople can protect themselves 

from having these lulls happen is to prospect, or network on their own. Although the word prospecting 

makes most salespeople twinge when they hear it, they twinge even more when they have to do it. But 

they’ll soon learn that all successful salespeople have some method of prospecting that works for them. 
 

If a salesperson wants to increase his/her sales and income, just taking ups is not the answer. Realize 
that all successful salespeople have some method of prospecting that works for them. Because your 
income could become affected in ways beyond your control, Prospecting/Networking becomes 
important for the following reasons: 
 

• Dealership could cut back on the advertising 
 
• Weather becomes abnormal 
 
• Economy drops 
 
• You could get sick and miss several weeks 
 
• Manufacturer doesn’t offer any incentives. 

 

Activity 
 

List as many prospecting/networking programs you can use in order to increase your income. 
 

Example : 
 

• Cold calls from database 
 
• Orphan files (files of customers whose salesperson are gone) 
 
• Referrals from present customers 
 
• Repeat business 
 
• Passing out business cards 
 
• Business and social organizations 
 
• Visiting businesses 
 
• Mailout program 
 
• Newspaper advertising. 
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