The Nissan Multi Point Inspection Process 

The Multi Point Inspection (MPI) is a process that should be conducted on every vehicle entering the service department.  The multi point inspection is started by the advisor, completed by the technician and the results of the inspection are communicated to the customer by the service advisor. 

It is critical to perform an MPI on every vehicle regardless of mileage to ensure that we lay the necessary foundation to build the trust, loyalty and value that is essential to a long term and mutually beneficial relationship between the dealership and the customer.

Conducting multi point inspections should be one of the basic service processes performed by all Nissan dealerships. 


Where does it Start?

· The Sales to Service Transition
The key to an effective Sales to Service Transition is making the customer aware of the tremendous value in the multi point inspection process.  It provides the customer with a sense of value, convenience, safety and trust.  It is an up-to-date check on the “health” of the customer’s vehicle.  Provide your sales department with a blank multi point inspection form and have them provide a copy to all customers at the time of the new car delivery. 

An effective Sales to Service Transition will include an introduction from the Sales Department to the Service Department and then specific “word tracks” delivered by the service advisor to the customer to speak about:

·  Service Hours Of Operation

·  How To Get Service

·  The Importance Of Proper Maintenance

·  A visual review of the Multi Point Inspection Form

·  NOTE – An industry best practice is to call and “confirm” the first maintenance appointment one week prior to the appointment time.  It is important to note that an effective Sales to Service transition accompanied with an effective First Maintenance Appointment will realize a customer return rate of nearly 50% vs. only 5% when this process is not done or completed effectively. Just add the MPI to your Sales to Service Handoff and our One to One program can do the rest.
How are these Key Dealer Personnel responsible for the process?
Sales Department: Completing a Sales to Service Introduction and building recognition that a free Multi Point Inspection will be performed EVERY TIME on EVERY CAR!

Service Advisor: By gaining the approval to perform the Multi Point Inspection at the service write-up as well as communicating the results of the multi point inspection after completion of the original diagnosis and inspection.

Service Technician: By Performing a QUALITY Multi Point Inspection and delivering the results to the advisor to be relayed to the customer at the proper time (at the beginning of the repair or maintenance service).

Customer: The customer must receive the results of the inspection (potential up sell opportunities) in a timely basis and be presented the information in such a way that helps them to focus on the value vs. the cost.  
· Customers should be made aware at their new and used vehicle delivery that conducting multi point inspections is the procedure of the dealership
· Customers should be advised at the time of service write-up that a free or complimentary MPI is being conducted

Details of the Write-Up Process (industry best practices)

· Greeting-The goal of an effective greeting is to greet and/or acknowledge the customer within the first 3 minutes AT THEIR VEHICHLE 

· BEST PRACTICE - A good greeting includes proper voice tone, body language and a genuine display of empathy for the customer’s needs and concerns.
· Addressing The Primary Concerns & Beginning The Walk Around Process – This is a key step in the process where the advisor must do his/her best to help the customer understand that they (as advisors) understand their concerns.  It is also the time to begin to build customer rapport through the walk around and begin diplomatically “pointing out” items that may require attention.

· BEST PRACTICE - A Great Walk Around should be thought of more as building the foundation for a customer focused sale that will occur “later” after the MPI is completed versus the only opportunity to sell.  In addition to that we need to identify any dents, dings, damage or other obvious issues to prevent erroneous “blaming” of the dealership along with inspecting TIRE tread depth.
· Discussing Additional Needs As Appropriate - The Walk Around and Primary Concern step provides the advisor with “signals” as to whether or not the “write up” is the time to present any findings uncovered through the walk around or whether the customer will be better served to wait until the completion of the diagnosis and MPI by the technician.

· BEST PRACTICE - A positive word track for approval to perform the MPI is as follows “Mr. Smith one of the things we do on every vehicle here at XYZ Nissan is to perform a Complimentary Multi Point Inspection on every vehicle to ensure a clean bill of health…Once we have the results on your car, I will contact you and let you know”

· The OP Code is 55NIZINSP.  This should be entered on every RO.

· Customer Contact & Status Update - This is the conversation that happens at the end of the write up process were the advisor sets proper expectations for vehicle service and when and how they will update the customer on the status of their vehicle.

· BEST PRACTICE - This is an ideal time to confirm proper customer information; name, address, contact numbers, e-mail etc. and ideal method of contact.

· BEST PRACTICE – Inspections done on every vehicle from mile 0 reinforces the value and quality to the customer for their Nissan Purchase.  If inspections are only completed on “higher mileage” vehicles or “out of warranty” vehicles the results will typically be viewed as “negative” from a customer perspective.

Good Inspections vs. Bad Inspections

· As a rule of thumb a thorough multi point inspection takes 10 minutes to complete.  The length of time to complete an inspection will vary from car to car.

· Boxes are checked and not “straight lined” or “pencil whipped”

· Tire tread depth is recorded

· Brake pad thickness is measured and recorded

· Battery condition is noted

· All recommendations both found on the inspection as well as additional recommendations are summarized in the “Comments” section of the inspection form. Keep in mind any note or comment recorded on the MPI form WILL be viewed by the customer.

· All information is filled out at the top of the MPI Form (this is typically the job of the Service Advisor).

· There should typically be significant differences in low mileage vehicle MPI’s vs. high mileage vehicle MPI’s.

· Remember that the overall Goal of the MPI Form is to provide the Service Advisor with a tool to convert ethically needed parts and labor sales to the customer.
· The most effective technicians in the industry not only make recommendations on the MPI form but explain the specifics of WHY that specific recommendation was made.

BEST PRACTICE-The MPI should be viewed by the tech and everyone in the service department as a TOOL for growth and loyalty versus another TASK.
MPI Communication with the Customer

Inspection Timing (communicating back to the customer) is of equal importance to Inspection Quality.  One of the greatest injustices to both the dealership and the customer is to perform an inspection with great quality but communicate the results “too late” in the process or not at all.

If the service department waits too long to convey the results to the customer not only will the advisor lose the opportunity to “sell” those ethically needed parts and labor sales but we also have given the customer a “shopping list” to go elsewhere and have the service performed.

*BEST PRACTICE - The sooner that the results of the MPI can be relayed to the customer the greater the chances of converting the results of the MPI into ethically needed parts and labor sales.

When and How to Communicate MPI Results

Known concern 

Example: The customer visits the dealer for a known concern such as an oil change, 7,500 mile service or a rotate and balance. The tech should complete the inspection first- provide the service advisor with the inspection form if there are any additional needed repairs so that an estimate can be completed.

This will allow the advisor time to create an estimate and approach the customer with values and benefits of performing the additional repairs while the vehicle is still at the dealership with ample time to complete the recommended repairs and the known concern. This allows a waiter the option to decide if they have time to complete the additional repairs before the tech has finished work on the vehicle.

Unknown concern 

Example: (CEL or Running rough) The tech should diagnose the complaint first and then provide the service advisor with the completed inspection form so an estimate can be provided for both the CEL or running rough issue in addition to any immediate or maintenance concerns presented by the inspection. 

The Estimate and Presentation

When up-selling and creating estimates of these repair orders- make sure you adhere to the RIM technique. The estimate and preparation for the sales presentation should occur in this order:
Related- Always address the customer’s original concern first (The customer’s reason for the visit to the dealer) Example: My check engine light is on. When creating your estimate start with this item to avoid giving the client an estimate for belts and hoses or any other items found during the inspection. Make sure the check engine light diagnosis or related issue is addressed first.
Immediate- A proper inspection by the technician will indicate any important or vital needs to prevent future issues. (This includes items such as cracked belts, oil leaks, torn boots, exposed belts on tires and are reviewed second if applicable.) 

Maintenance-  Wrap up the estimate with recommended maintenance if applicable. (To maintain your investment, we recommend or Nissan recommends this 7,500 mile service.)
The service advisor should use the front or rear of the repair order to create his/her estimate.
Example: The service advisor should reference his/her estimate notes:
Customer: Mr. Smith
Related- Check engine light- HO2S (Parts $XXX Labor $XXX)

Immediate- Serp. Belt Cracked, CV Boot Torn & 4 tires Worn- Vital (Parts $XXX Labor $XXX)

Maintenance- 60K to Maintain Investment (Parts $XXX Labor $XXX)

Total Price for Repairs $X,XXX

An example of the estimate review might play out like this:
Close- “Mr. Smith, you brought your vehicle to us today for a check engine light concern which we found was caused by a faulty oxygen sensor. We have that part in stock and can replace it for you in less than 1 hour’s time. While completing the Multipoint Inspection process I discussed with you during your write up, we identified a few items which need replacement that are vital to keep your vehicle on the road. The serpentine belt, CV boot and tires are marginal and should be replaced immediately to prevent future issues with your vehicle. In addition to that we recommend the 60,000 mile service to maintain your investment. All of these repairs can be completed today for the price of $X,XXX.”
BEST PRACTICE - Service advisors should organize all findings into these three key categories which will help the advisor in the organization and ultimately the presentation process. The key point here is to have both organization and structure in your presentation.
Present all findings as one GRAND Total and move “back up” as necessary.

Selling With Integrity is:

#1 - Doing a quality inspection that identifies those needed services that are aligned with Nissan North America Recommended Maintenances and maintaining Warranties
#2 - Organizing these findings into a logical format

#3 - Presenting these findings and ask the customer to invest in their vehicle

Service Managers- Track Results

The key purpose of tracking these results is the benefit of having to “re-call” these results and re-contact the customer in an effort to resell them on the value of the services that were previously recommended.

*BEST PRACTICE - Create a follow-up file or folder for   customers with needed service who did not “invest” that can be re-contacted on at least a monthly basis.

*BEST PRACTICE- Track all advisor one line RO’s on the following day of business to identify training issues and opportunities 

*BEST PRACTICE- Use the One to One Data Mining Tool to track all declined op codes for advisors to re-contact customers 

Benefits To The Dealer:

· Improve customer pay parts and labor sales

· Owner retention

· “Progression” of a trusting relationship

· Increase potential of additional vehicle purchases

· Increased business improves the income for the dealership, technicians and service advisors while reducing dissatisfaction and employee turnover

Benefits To The Customer:

· Information on the “health” of their vehicle; customer “peace of mind”

· Prevents surprises (translating into negative dealership perception) and potential “more costly” repairs

· A “One Stop Shop” for all vehicle parts and service needs

· OEM quality parts and factory trained and certified technicians

· Increased resale value for a vehicle that has been maintained properly

Multi Point Inspection Incentive Program OP Codes

The Multi Point Inspection Op Codes:



55NIZINSP 

Tire Op Codes:

Green 

55NIZGTIR

Yellow 

55NIZYTIR

Red 

55NIZRTIR

 

