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COMEBACK SCENARIO

Barry’s Auto Repair is a two bay shop
that bills out at a $100 door rate.

Barry has a customer vehicle on the
rack in bay #2 that he estimates will pay
him $500 of service labor.

As he starts work in bay #2, Barry is
interrupted by a customer comeback.

The previous week, Barry had installed an economy wheel hub on a customer’s
vehicle, and now the customer has come back complaining of noise and vibration
from the new wheel hub.

The economy wheel hub he installed has failed. The customer is very unhappy and
Barry is now on the hook for replacing it, again, which will take 2 more hours of labor.

POSITIVE OUTCOME NEGATIVE OUTCOME

Barry is out $200 for the comeback Barry is out $200 for the comeback

labor, plus he has had to delay working labor, plus he has lost the $500 time

on the vehicle in bay #2. sensitive job for the vehicle in bay #2.

In this outcome, both customers have In this outcome, one customer

been inconvenienced, but eventually leaves satisfied, only after having to

end up satisfied. comeback, and one customer leaves
unhappy, and goes to a different shop.

COST OF COMEBACK COST OF COMEBACK

$200+ Sy
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ADDITIONAL COSTS OF COMEBACKS

« Unhappy Customers

 Loss of Repeat & Referral Business
* Negative Word of Mouth

* Negative Online Reviews

* Negative Social Media Attention

ARE YOU LOOKING FOR PREMIUM QUALITY PARTS?

Quality aftermarket products are backed by research and development,
quality materials, superior manufacturing processes, and the full service
manufacturers who stand behind them.

BCA Bearings by NTN is proud to offer a full-line of premium, OE quality
parts to the automotive aftermarket!
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