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A B O U T  T H I S  B O O K

About This Training Master eBook
A practical facilitator-oriented resource for trainers,
dealership learning teams, sales managers, service
managers, workshop leaders, customer experience teams
and automotive business owners. Adapt the content to
brand, market, vehicle type and dealership model.

This resource does not replace manufacturer procedures, technical
certification, local regulations, safety requirements or authorised
workshop instructions.

How to Use This Book
• Select chapters or combine them into half-day, one-day or

multi-day programmes.

• Adapt examples, metrics and scripts to approved organisational
data.

• Use worksheets as handouts and keep facilitator guidance
separate where useful.

• Use role plays, observation and workplace transfer plans, not
lecture alone.

• Agree one observable workplace action after each session.
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Who This Book Is For
• Automobile sales consultants and team leaders

• Dealership general managers and sales managers

• Service advisors, service managers and workshop supervisors

• Customer relationship, retention and complaint-handling teams

• Parts, inventory, warranty and back-office teams

• Corporate trainers and L&D professionals
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C O N T E N T S

Sample edition: contents of the full eBook.

Contents at a Glance
01 Automotive Business Foundations

02 Automotive Sales Excellence

03 Digital Leads and CRM

04 Service Advisory and Workshop Experience

05 Workshop, Parts and Operations

06 Leadership and Coaching

07 Digital, EV and Future Readiness

08 Training Practice and Transfer

09 Case Study Library

10 Facilitated Practice Simulations

11 Editable Workplace Templates

12 Ready-to-Adapt Programme Blueprints

13 Review and Reference

· Adaptation and Responsible Use
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01
P A R T

Automotive Business
Foundations
I N  T H I S  P A R T

Chapter 01 Automotive Value Chain
Chapter 02 Modern Automotive Customer
Chapter 03 Dealership Business Fundamentals
Chapter 04 Customer Journey Mapping
Chapter 05 Ethics and Trust
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C H A P T E R  0 1

Automotive Value Chain

Purpose
Map how sales, delivery, service, parts and retention create
customer value.

Facilitator preparation
• Prepare an anonymised workplace example.

• Explain the target behaviour and the evidence that indicates
success.

• Set ground rules: respect customers, follow approved
procedures, avoid unsupported promises and escalate
appropriately.

Key concepts
Connect a customer or operational need with a repeatable
behaviour and a visible outcome. Automotive performance depends
on multiple teams, systems and handovers, so examine both the
interaction and the process around it.
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• Customer perspective: What does the customer need to achieve
or understand?

• Process perspective: What information, approval, tool or
handover is needed next?

• Performance perspective: What observable action demonstrates
good practice?

• Trust perspective: What must be communicated honestly,
documented or escalated?

Suggested session flow

01 Opening prompt and workplace reflection.

02 Short concept input with a practical example.

03
Facilitator demonstration of effective and ineffective
approaches.

04
Pair or small-group practice using the worksheet on the next
page.

05 Debrief, feedback and adaptation to local policy.

06 Individual workplace commitment.
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Facilitator prompts
• What would the customer notice if this were done well?

• Which part is within the participant’s control?

• What evidence would demonstrate improvement?

• What could cause the behaviour to break down on a busy day?

F A C I L I T A T O R  C A U T I O N

Do not let conversion, productivity or speed become permission to
compromise safety, suitability, transparency or required
authorisation.

C H A P T E R  0 1   ·   P A R T I C I P A N T  W O R K S H E E T

Participant Worksheet
Participant:

Team / location:

Activity
Map the customer journey and identify friction points.

Part A. Diagnose the situation
What is happening now? Describe observable facts.
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What does the customer or stakeholder need?

What information is missing?

What risks arise if this is handled poorly?

Which policy, process or expert must be consulted?

Part B. Plan the response
My opening question or statement:

The key information I need to confirm:

The action I will take and who owns it:
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How I will set expectations and confirm understanding:

What I will document or follow up:

Part C. Rehearse and receive feedback
Partner / observer:

One behaviour that built trust:

One point to make clearer:

One question that improved the conversation:

One adjustment for the next attempt:
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Part D. Workplace commitment
Within 7 days I will:

I will know it worked when:

Support or approval required:

C H A P T E R  0 1   ·   F A C I L I T A T O R  D E B R I E F

Facilitator Debrief

Debrief sequence

01 Start with the participant’s observation.

02 Ask what the customer would understand or do next.

03
Identify one effective behaviour and one improvement
opportunity.

04
Repeat practice with time pressure or incomplete
information.

05 Confirm next action, owner and follow-up point.
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Observation rubric
Criterion Not yet Developing Consistent

Clarity Confusing Some gaps Clear and concise

Customer
focus

Assumes
needs

Inconsistent
checks

Checks needs and
understanding

Accuracy
Unsupported
claims

Needs
verification

Transparent and within
authority

Ownership No next step Partly defined
Action, owner and timing
clear

Process Misses checks
Needs
prompting

Follows process and
escalates

Likely learning points
• Confidence is not proof of correctness; verify information.

• Customer experience depends on handovers and follow-up.

• A metric is a signal to investigate, not a full explanation.

• Learning sticks when managers observe, coach and review
behaviour.
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Workplace transfer check
Participant action:

Manager / coach:

Review date:

Evidence to review:

Result and next adjustment:
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C A S E  0 1

The Lead That Went Cold

Situation
A digital enquiry received a generic response hours later and the
customer booked elsewhere.

Team task
Analyse response time, usefulness, ownership and appointment
friction.

Discussion questions

01
What facts do we know and what assumptions are being
made?

02 What does the customer need next?

03 Which process or coordination issue may contribute?

04 What response protects trust and remains within authority?

05 What would you measure after a change?

Facilitator notes
Explore frontline behaviour and system conditions. Check workload,
information quality, process clarity, authority and tools before
assigning blame.
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C A S E  0 1   ·   A C T I O N  P L A N

Action Plan

Recommended response
Measure response time alongside contact rate, appointment rate
and customer feedback.

Action Owner Due date Evidence

Debrief
• Immediate recovery action?

• Prevention action?

• Approval or process change needed?

• How will we know customers benefited?
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S I M U L A T I O N  0 1

Five-Minute Lead

Challenge
Respond to an enquiry, qualify needs and agree a next step.

Observer checklist
Clear, respectful communication

Accurate information and role boundaries

Customer need and impact acknowledged

Action, owner and timing confirmed

Process and escalation followed

Observer notes

Round 1 notes:

Round 2 improvement:



F A C I L I T A T E D  P R A C T I C E  S I M U L A T I O N S Corporate Training Library

© STDS Global. All rights reserved. www.corporatetraininglibrary.com 18

Debrief
• What created confidence or uncertainty?

• What would the customer remember?

• Which behaviour should be repeated at work?

• What local policy must be checked?
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T E M P L A T E  0 1

Sales Conversation Planner
Adapt this editable template to approved local processes
and systems.

Customer need:

Discovery questions:

Relevant product evidence:

Concerns:

Next step:

Reviewed by:

Date:
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Training for a Brighter Tomorrow.

Corporate Training Library
www.corporatetraininglibrary.com

Professional resources for trainers, facilitators, consultants and
learning professionals.

Explore more training programs, master training kits, leadership
resources and practical learning tools through the Corporate
Training Library collection.

C O P Y R I G H T S

Structured Training Design Systems by ICARIANS
www.stdsglobal.org
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