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For consumers needing collision repair services, with or without 

an insurance claim, the days of needing multiple estimates are 

long gone. Customer service personnel and damage appraisers 

must become “sales” people. They should assure the consumer 

that their collision center is the place that is going to best meet 

their needs --- a proper repair, on time, with a minimum of 

hassle. 

Suffering a collision is a traumatic experience. The impact, 

itself, is startling. The emotional concern over the vehicle;  

anger toward the inconvenience of it all; concern over the repair 

process; and the economic fear of the insurance claim means 

that many consumers will approach the claims process in a very 

tender and vulnerable state of mind. 

She doesn’t need an estimate; 
she needs her car repaired. Take the key! 

The Selling Process 

The first step must be to express genuine empathy with their situation and to gently determine their needs, 

concerns, and fears. 

The second step is to assure them that you will take care of all of that without equivocation. 

The third step is to inform or educate them on the claims and repair process to the degree that they desire it. 

– Based on your original assessment of their needs, you will get a sense of their concerns and their need for 

information and the level of detail. Some people have a high need for information and detail, others do not. 

Tailor your explanation to meet their needs and concerns.  

 Inform them how their insurance company works and what they will likely require. 

 Describe the basics of the repair process: Disassembly, diagnosis, appraisal, required approvals, parts 

acquisition, repair, inspection, road test, detail, and delivery. 

 Tell them what their cost will be (likely their deductible plus any betterments). 

 Explain why you cannot give them an accurate time estimate until the diagnosis is complete. 

Assure them of their ultimate complete satisfaction with the repair. Ask for the business! 
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If you do not already have a printed pre-repair inspection form, download one HERE. 

# Repairs Captured 63

# Sales Opportunities 98

Closing 

Ratio
= == 64.3%

Upsell Opportunities 

Nearly every vehicle has old damage to one degree or another: stone chips, small dents, yellowed 

headlamps, paint fading, damaged trim, etc. You may have the opportunity to “offer the service” of taking 

care of some of this old damage for them at a lower cost than if they were having those taken care of 

separately. Offer to price it for them. 

At the very least, you need to document all old damage on a simple pre-repair inspection form (preferably 

with the customer’s signature) so you are both aware of this old damage and can be clear as to whether or 

not it will be repaired and how it may affect the appearance of the vehicle at delivery. 

 

 

 

Tip to Consider 

Assess the selling skills of your front office staff. Who is best equipped to express 

empathy, identify customer needs, explain the process, and ask for the business? 

Stop writing estimates and start selling! The best Damage Writer may not be the 

best “people person”. Consider teaming a skilled CSR with a Damage Writer to 

get the best from both! 

 

Closing Ratio 

Your closing ratio is the % of Captured repairs versus the number of legitimate sales opportunities. 

 

 

 

 

 

Industry benchmarks are 90 - 95% for DRP’s and 65 - 70% for non-DRP’s. 

Naturally, there is a bit of subjectivity in what constitutes a “legitimate” sales opportunity. However, it is a good 

idea to record and track the data for both DRP and non-DRP opportunities, measure your closing ratios on 

both, and work to improve them. 
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