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Overview 

Accountability helps to ensure that every employee will take responsibility for their 
performance and behaviours and continue to manage this responsibility. When we 
implement goals and communicate with one another, we can achieve powerful results. 
Building a workplace where accountability is evident requires strong teamwork and 
collaboration. Every team member must have a strong understanding of the values of the 
company and recognize the importance of their dedication, to attain success. 

The Accountability in the Workplace course will provide you with informative tools and 
practical strategies that can be used to help empower the team to work towards achieving 
the benefits of accountability. Accountable employees will fuel performance and 
productivity and generate an enhanced workplace. 

  



Module One: Getting Started  

 Housekeeping Items 
 The Parking Lot 
 Workshop Objectives 

Module Two: Prospecting 

 How, where, and when 
 Workshop prospecting 
 Cold calling 

 

Module Three: Meet and greet the prospect. 

 When receiving customers, what is the major focus during the reception phase. 
 Opening a conversation with a prospective customer 
 Body language 

Module Four: Qualification Process 

 Qualify the needs of prospective buyers in terms, vehicle needs, affordability, 
personal needs. 

 Buying needs and motives 

 Listening and probing 

 Questioning techniques 
 Listening Skills 
 Conducting a Needs Analysis on the Customer 
 What information do we need to get during the qualification process?  

Module Five: Present the product to the customer. 

 The Purpose of the presentation 
 Selling Benefits 
 Presenting the vehicle in terms of Features, advantages, and benefits 
 Conduct a walk around presentation. 

 

Module Six: Demonstration Drive 

 Definition of the demonstration drive 
 Do’s and don’ts of demonstration Drive 



 What to demonstrate on a demo drive? 

Module Seven: Trade in appraisals 

 How to conduct a trade in evaluation 
 How to calculate recon costs on trade vehicle 
 The importance of test driving the vehicle you appraise. 

Module Eight Handling objections 

 Types of objections 
 How to overcome objections 
 Smoke out real objections 

Module Nine: Closing skills 

 Identify early buying signals. 
 Using trial closes in closing the sale 
 Automotive retail closing techniques 
 Ask for the business. 
 What to do when a close fail 

Module Ten: Vehicle hand-over / delivery 

 The importance of a professional handover 
 Preparing the vehicle for delivery 
 Compile a final inspection checklist. 
 Ensure that the Pre delivery inspection was completed in line with OEM 

specifications. 
 Completing the necessary paperwork for delivery 
 Make the delivery a memorable occasion. 

Module Eleven: Follow up  

 Understanding the objectives of follow-up 
 Implement a follow up system. 
 Generate future selling opportunities. 

Module Twelve: Wrapping Up  

 Words from the Wise 
 Review of Parking Lot 
 Lessons Learned 
 Completion of Action Plans and Evaluations 


