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Service Department Menu
Pricing

What is the service philosophy of

your dealership?

Break and Fix?

OR

Preventive Maintenance?
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Break and Fix Philosophy

Trains customers to fix their boat
only when it is BROKEN

Problems with “Break & Fix”

You only see customers when they
are unhappy: when their boat is
broken

These shops typically make less
money

oMore Grief = Less Gravy!

oTypically charge by the hour; Very
few flat rates

oTypically lower productivity due
to hourly billing
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Break and Fix Philosophy

More Problems with “Break & Fix”

Boats have lower trade-in values if
maintained below industry standards

Cheaper in the short run; more
expensive in the long run

Guaranteed to ruin at least one
weekend and most likely two or three

Ruins the “Fun Factor”
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Preventive Maintenance
(PM) Philosophy

Trains customers to take proactive care of
their boat.  Do Preventive maintenance on a
regular basis, BEFORE there is a problem.

Benefits of Preventive Maintenance

Get to see customers when they are
happy!

These shops typically make more
money = A LOT MORE!!!

oMore Gravy = Less Grief!

oTypically employ more Menu Jobs
and Flat Rate billing

oTypically have higher productivity
because of the Flat Rate billing

o Increases Billable Labor revenue
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More Benefits of Preventive
Maintenance

Boats have higher trade-in values if
maintained at or above industry standards

Least expensive in the long run – greatly
reduces chance of expensive repairs

Theoretically will never have a ruined
weekend, because parts are changed out
BEFORE they break, and then only after
reasonable use

Enhances the “Fun Factor” while providing
the most peace of mind
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Preventive Maintenance

and a

Menu Selling Culture

go very nicely together.

Let’s get started with
developing our Menus…
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Developing Menus

Start by converting all hourly charges to Flat
Rate billing for each job

Flat Rate Billing vs. Hourly Billing

 Hourly Billing = NOT Recommended

 No one seems to know for sure how long
a repair should take – you end up over or
under charging

 What if the tech takes too long?

 What if the tech does it in half the time of
another tech?
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Flat Rate Billing

Everyone knows how long a job should
take = no second guessing

Tech does it faster, still gets paid the
allotted time

If “new tech” takes longer, customer still
only pays the quoted flat rate amount

Flat Rated rigging significantly reduces
conflict between Sales and Service

Estimates are much easier to prepare
and quote
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Flat Rate Billing

Enables Billed Labor to increase without

raising the labor rate by increasing the Flat
Rate time for each job

Flat Rates are the ONLY fair way to charge for
service work

EVERYONE wins with Flat Rate Billing

 The customer knows the cost ahead of time

 The technician gets paid more if they do the
work in less time

 The dealer makes more money too when techs
are more efficient
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Getting Started with Flat Rates

Create your own

List (most) all service and rigging

jobs

Assign hours to complete each one

Be generous with the hours – it
takes longer than you think
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Getting Started with Flat Rates

Use the manufacturer’s warranty
times and multiply by 1.5 – 2.0

Use the Manufacturer
Recommended Service Schedules at
different hourly and seasonal
intervals

Be prepared – it will take you days
to do it this way

OR
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Getting Started with Flat Rates

Buy a stock manual

 Customize it to your dealership

 Spader has a great one

Creating a Menu
Selling Culture



Tech Pay / Incentives

Pay Technicians a higher hourly rate for
billable work

 Retail

 Warranty

 Rigging

Pay Technicians a lower hourly rate for
non-billable work

 Fixing the shop truck

 Shoveling snow, etc.

Creating a Menu
Selling Culture



Tech Pay / Incentives

No incentives for non-billable work

Never pay a percentage of the labor
charges

 If labor rate increases, the tech gets
a raise – you may not want that

 Pay by the billed hour
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Invoicing

Customer copy only shows dollar
amount$ – NO HOURS!

Dealer copy shows both dollar$ and
hours = Actual and Flat Rate
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From Flat Rates to Menus

Most Common Menu Jobs

 Basic Winterization

 Upgrade Winterization

o Change oil

o Water pump impeller

o Service Outdrive, etc.

 Winter Storage

 50/100/150 hour Service Packages
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From Flat Rates to Menus

Less common but valuable Menu Jobs

 300 or 500 hour service

oChange all belts and hoses

 Premium detailing packages

oCharge by the foot

 “Platinum Preventive Maintenance”
program

oUpgraded Winterization / Spring Splash

oWinter Storage – Heated

oDetailing / Buff and Wax

oMinor Fiberglass repairs, etc.
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Two Kinds of Service Menus

Working Service Menus

 Summary Description of Service/Price

with Check Boxes

Display Service Menus

 Summary/Detail Description Only, Often

with Pricing

See Handout:

“Working Service Menus”
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Advanced Working Menu –
Service Checklist

In the service bay a technician
completes a Check List of additional
items that need repair and calls the
customer

 First, any safety issues – Your
customer’s safety is of PRIMARY
concern

 Second, any maintenance issues,
scratches, dings, gas shocks for
engine compartment lids, etc.
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Advanced Menu Incentives

Techs gets a bonus on the

additional work they sell

 10% of the additional labor

 5% of the additional parts

Very effective in increasing
service sales
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Note: When Up-Selling Services

Do not up-sell at the original write-up - let the

customer be on their way, right away

When a customer in for Break & Fix, they

come in negative

When a customer comes in for maintenance
they leave at “0” - no better off than when

they came in

 Do your customers a favor–sell them
accessories that will improve their
boating experience

 Leave > “0” = + Positive!  Customers will
love it!
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Up-Selling Services

Visual aids are a significant help; use
brochures with package details

Do all estimates first two hours of each
day. Except during winterization rush. Put
them where you can easily get at them
later.

Mention that doing extra work now saves the
customer time and money later

Show broken parts with copies of repair
bills

Employee Targets – Weekly & Monthly
sales goals are a powerful tool
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Up-Selling Services

Tell stories of customers who suffered
ruined weekends or vacations because of a
lack of preventive maintenance

Lastly – Training is very important

 Sales and F&I people need to be familiar
with your products

 Employees need to feel good about the
value of the products offered
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Two Kinds of Service Menus
“Continued”

Display Service Menus

 Summary/Detail Description Only, Often

with Pricing

See Handout:

“Display Service Menus”
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Two Kinds of Service Menus
“Continued”

“Power Point” - Display Menus

 Summary/Detail Description Only, Often

with Pricing

See Handout:

End of “ Display Service Menus”
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Menus – Other Items

Quote a total “all inclusive price”

 Include taxes, shop supplies, etc.

 Strive to charge less than you quote

oQuote about 10% higher than expected

oStrive to come in under that number

oBuilds customer loyalty

 Winterization check-off menus can be
mailed to customers
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Menus – Other Items
“Continued”

Display Menus on a monitor or TV screen
behind the service counter

 See if your computer system will track and
recommend periodic maintenance

oCustomers love this!
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Finance & Insurance (F&I) Menus

Increase F&I Income

with Menu Selling
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F&I Menus

Success Starts with the Sales People –

“T-up” the F&I Manager

 Prepaid Maintenance

 Extended Warranty

 Others Products

Consistency – “3 x 100”

 100% of Customers

 100% of Products

 100% of Time
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Extended Warranty & Other
Products

Use an Evidence Book for selling
extended warranties to include:

 Copy of Court Case that requires you to offer all
your backend products to all customers

 Equal Fair Opportunity Act

 If not offered and documented, a claimant
could say they were discriminated under
EFOA based on age, sex, ethnicity, etc.

Have a place to approve or decline all

products offered or you may have to pay

for the broken item
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Extended Warranty & Other
Products

 Pictures of what went wrong that would have
been covered under the extended warranty
and a copy of a repair bill that a customer
actually paid

 Actual Broken Parts = even better
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Customer is turned over to
the F&I or Business

Manager

When introduced to the F&I Manager they
might ask the customer something like:

 “Do you plan to use your boat a lot?”

 “Are you the kind of person that likes to take
great care of your things?”

Gather the additional information you need:

 Complete the usual F&I paperwork

 Customer can tour the Accessory/ProShop

 Ask if they want to add any accessories to
the deal

 Schedule their first service appointment
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Begin to Sell – Either now
or at the delivery

Prepaid maintenance – “You mentioned you

are the kind of person who likes to take great

care of all of your stuff.”

For only $x/mo all your maintenance is taken
care of for the next 2 seasons.

Would you like to have the peace of mind of
worry free boating for the next 2 seasons?”
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Begin to Sell – Either now
or at the delivery

 We offer a 20% discount for 2 seasons of
maintenance and your first year’s winter
storage

oIncludes 50hr, 100 hr and 150 hr
services + 1 winterization &
dewinterization

o“Most of our customers buy this
package”

oOffer 3 or 4 interest free payments or

oInclude cost in finance contract
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Dealer Note:

Why Sell Prepaid Maintenance?

 It ties customers to the dealership

 Frees up customer cash to make
additional purchases

 All other F&I products require a bad
experience to use it

 Prepaid Maintenance creates a positive
feeling for customers – it’s already paid
for!

Use a deferred revenue account in your GL to

keep track of the $$
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Extended Warranty & Other
Products

F&I is best sold on a Menu with 3 or 4

columns of services, each with a price and
payment

Use lots of color

Customers usually choose the second one
from the left so plan on this being the primary
sale
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In Conclusion

Menu selling can
significantly improve your
income in service and F&I

If you are not already using
menus, I would highly
encourage you to start right
a way
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In Conclusion

Like a copy of presentation
with the .pdf menus in color?

Drop off a card with “Menus”
on written on the back at my
booth or send me an email
requesting the same.
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QUESTIONS?

ParkerBusinessPlanning.com
407-843-8808
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