
 

  

 
 
Overview 
 
This Fixed Operations Professional 102 training course is the second installment in our 
advanced automotive training series. Like its prerequisite 101-level course, this comprehensive 
program is intended for employees in automotive fixed operations, including service and parts, 
such as advisors, managers and related personnel.  
 
In this training, employees analyze the composition of effective teams in fixed operations. The 
course examines highly effective strategies for boosting productivity and cross-departmental 
collaboration, eradicating the silo mentality known to plague fixed ops teams and hinders 
performance. A separate module is devoted to the analysis of gamification strategies in fixed 
operations, which are proven to be highly effective – yet often neglected – in the automotive 
industry as key drivers of team performance and fixed absorption rates.  
 
To help employees further adapt to reciprocal tariffs, Fixed Operations Professional 102 
explores the power of marketing events for the service department. The training covers all 
aspects of organization, hosting, communication and logistics, as well as the efficient task 
distribution across staff during the event itself. A case study of the “Car Doctor Clinic” is 
introduced to demonstrate the process and provide valuable learning takeaways for students.  
 
This 102-level training program is also devoted to an in-depth study of the industry-renowned 
P.E.T. customer management framework. Special emphasis is placed on tariffs and supply 
chain issues, which are the most commonly reported barriers for Canadian automotive dealers. 
Using that lens, our 102 course examines the P.E.T. framework in depth, deconstructing all 
interaction types and identifying solutions for each type of barrier. It analyzes scenarios 
involving service orders, including customer types, objection types and pattern interruption 
scenarios. Students learn how to measure customer retention and conversion rates by creating 
basic KPI dashboards. 
 
This training program is delivered in-person in a classroom setting, facilitated by a Certified Chris 
Collins Instructor, and remotely through video-based sessions. Each participant receives a 
training workbook and resource guide with examples, diagrams, time-saving templates and 
worksheets. 

Fixed Operations Professional 102 
Training / Workforce Development Program 
6 Months / 112 instructional hours 
 

 



Training Outline  
Each module contains 28 hours (four full 7-hour days) of instructional time, with minor 
variances depending on learning pace and scheduling.  
 

Module 1 – Anti-Tariff Marketing Events  
Students will learn how to organize, host, and supervise marketing events in order to drive 
traffic into fixed operations (service and parts). Special emphasis is placed on reduced demand 
as a direct result of reciprocal tariffs in the Canadian automotive industry. This module breaks 
down the organization process from start to finish, including communication and logistics, via 
an analysis of the Car Doctor Clinic event. The case study is divided into two parts: the first is 
dedicated to conventional (walk-in traffic) and the second focuses on new digital appointment-
based traffic. Topics include:  
 

• Fixed Ops Marketing Events – the “what” and the “why” 
• Roles – Manager Overview  
• Roles – Advisor Overview 
• Service Business Development Center (BDC) appointment-setting 
• Sponsorships and sponsored merchandise (gift bags, etc.). 
• Communication channels  
• Event Logistics  
• Event Timelines, milestones and measurables  
• Department alignment – service advisors, parts and technicians 

 
Module 2 – Silo Mentality in Fixed Operations 
This module explores strategies and methods for eradicating silo mentality in fixed operations (i.e., 
service and parts departments operating independently and avoiding collaboration that would 
otherwise yield greater levels of performance). Employees will learn the distinguishing factors of 
collaborative fixed-ops teams, including various types of accountability setups and compensation 
structures. Students will learn how to create minimum RO requirements. This is done to create a 
consistent standard of performance across the departments. Topics include:  
 

• Silo mentality in fixed operations 
• The culprits and the solutions – how to collaborative efficiently 
• Streamlining tech handoff – effective uses of technology 
• Compensation structures for highly effective employees 
• Service Advisor Pay Plans 
• Analysis of Minimum Requirements. 



Module 3 – P.E.T. Customer Management Framework 
This advanced Module is devoted to the industry standard P.E.T framework for managing 
customers in fixed operations. The three core concepts of presentation, engagement and trust are 
revisited in greater depth, and as a result, interactions with customers become structured and 
predictable. Students learn how to ‘manage’ the customer’s requests/emotions and become 
prepared for dealing with difficult customers, objections and pattern interruptions. Topics include: 
 

• Introduction and review – Why a management framework is needed and how a fixed 
ops framework crucially differs from sales  

• Why P.E.T. is optimal for fixed operations: tariffs, industry changes and new supply 
chain restrictions 

• ‘P’ for Presentation: Why it matters; Key elements; Checklists; How to present yourself; 
How to present the vehicle; Showing you care; Communicating the WIFM 

• ‘E’ for Engage: Interacting with the customer; Learning the customer type; Gauge and 
ping; The power of connection; The 3 levels of conversation 

• ‘T’ for Trust: Establishing the mindset; Asking the right questions; Setting 
Expectations; Building trust over time (long-term success over short-term wins) 

• Putting it all together: Executing the P.E.T. framework 
• Dealing with pattern interruptions: the “ARR for automotive” method  
• Case studies and scenarios: in addition to those provided, we examine and unpack 

real-life cases provided by students for collaborative learning 
 

Module 4 – Gamification in Fixed Ops 
Gamification is the use of game elements and strategies in non-game operational settings, such as 
within automotive fixed operations pipelines. It is used to drive performance and boost 
teambuilding by creating a collaborative environment, both within and between departments. 
Students will learn the theory and implementation strategies. Since there is no “one-size-fits-all” 
solution in gamification, this module explores its application tailored specifically for automotive 
teams. Managers and advisors learn how to create their own performance dashboards for key 
metrics in fixed ops, while incorporating elements of gamification into their dashboards for 
additional encouragement. Topics include: 
 

• Employee morale and its importance (introduction) 
• Gamification strategies: specific types for each position and pipeline stage  
• Implementation – the dangers of the cookie-cutter approach  
• Facilitation and engagement strategies 
• Dashboards – what metrics to include (HPRO, ELR, others) 
• Utilizing gamification in KPI dashboards  



Program Information 
 
Required prerequisite: 

Completion of Fixed Operations 101 training in the last 24 months. 
 

Credential earned: 
  CC Fixed Operations Professional (FOP) 102 
 
Total Duration:  

6 months. 
 
Course Hours:  

28 hours per Module (21h in-class, 7h online via zoom) 
*Minor variances expected depending on students’ learning pace and scheduling. 
Total Hours: 112 Hours. 
 

Delivery Method:  
Training is delivered through a combination of: in-person classroom-based training 
sessions, scheduled throughout a 6-month period and delivered on location, and 
online training sessions (delivered via Zoom) to reinforce understanding of the 
material.   

 
Course Capacity:  

Maximum of 20 participants. 
 
Price: 

$7,500.00 CAD per participant. 
 
 
 
 


