
Service Advisor interview questions
careertips.com.au: common questions and what they're really testing

What to expect
Service Advisor interviews focus on how you handle the daily friction between customers, technicians
and the clock. Panels want to see that you can extract an accurate complaint from a customer, set
realistic expectations, and keep a workshop's day on schedule without damaging the relationship or the
sale.

• Process: Walking through how you handle a booking, complaint or invoice query from start to
finish.

• Behavioural: Past examples of handling a difficult customer, an unhappy technician, or a mistake
in billing.

• Scenario/judgement: Hypothetical situations where workshop capacity, parts delays or customer
expectations clash.

• Sales and negotiation: How you present quotes and recommended work without customers
feeling pressured.

• Systems/technical: Familiarity with dealer management systems, CRM tools and diagnostic
interfaces.

Most interviews start with a short chat about your background and why you're interested in the
dealership or workshop, move into process and scenario questions to test how you'd actually run a
service day, then often include a short role-play where you're asked to explain a quote or handle an
unhappy customer, before finishing with questions about your availability and pay expectations.

1. Walk me through what happens from the moment a customer drops their
car off to the moment they pick it up.
Why they ask
This checks whether you understand the full service workflow and where a Service Advisor's judgement
matters at each step.

How to structure your answer
Answer as a sequential walk-through: intake and complaint documentation, quoting, technician
handover, progress monitoring, customer communication, invoicing and follow-up.

Example answer

“When a customer arrives I take down their complaint in their own words first, then ask targeted
questions to narrow it down, for example when the noise happens or how long it's been going on. I log
this on the job card in the dealer management system, get authorisation for the initial inspection, and
once the technician has diagnosed the fault I prepare a written quote covering parts and labour. I
explain the recommendation in plain terms, separating what's urgent from what's advisory, then get
sign-off before any extra work starts. Through the day I check in with the workshop to see if we're
tracking to the promised time, and I call the customer straight away if something's going to run late.
When the car's ready I go through the invoice line by line at pickup so there are no surprises, and I
note anything for the next service in their history.”

2. Tell me about a time a customer was unhappy with a quote or the cost of a
repair.
Why they ask
Tests your ability to de-escalate and hold a firm but respectful line on pricing and necessary work.

How to structure your answer



STAR: describe the situation, your specific action, and the outcome for the customer relationship and
the sale.

Example answer

“A customer once queried why a brake job cost more than the price he'd seen advertised online for a
generic service. I sat him down, pulled up the actual parts used and explained the difference between
the advertised basic service and what his vehicle actually needed based on the inspection. I offered
to show him the worn parts once they were off the car. He agreed to the work, and when I showed
him the old rotors at pickup he thanked me for being upfront rather than just pushing the quote
through. He's since booked his next two services with us.”

3. A technician tells you a job will take longer than quoted, but the customer
is waiting to pick the car up in an hour. What do you do?
Why they ask
Tests judgement under time pressure and how you balance workshop reality against customer
expectations.

How to structure your answer
Scenario response: state the immediate priority, the sequence of actions, and how you'd communicate
the outcome.

Example answer

“My first move is to get an honest revised timeframe from the technician rather than guessing. Then I
call the customer straight away rather than waiting for them to arrive, explain what was found once
the job was underway, and give them the real options: wait longer, arrange a loan or courtesy car if
we have one, or come back later in the day. I'd rather deliver bad news early with a solution attached
than have them find out standing at the counter.”

4. How do you decide which additional repairs to recommend to a customer,
and how do you present them?
Why they ask
Directly tests the selling and negotiation skill this role depends on, and whether you can do it without
over-selling.

How to structure your answer
Explain your reasoning process, then how you frame the conversation with the customer.

Example answer

“I only recommend work the technician has actually found and can justify, and I separate it clearly into
safety-critical, manufacturer-scheduled and advisory items. When I present it I explain what happens
if it's left, not just the price, and I let the customer make the call without pushing. Customers who feel
informed rather than sold to are the ones who come back and who approve the advisory work next
time instead.”

5. Describe a time you found an error in a customer's invoice or a mistake
made by the workshop. How did you handle it?
Why they ask
Tests honesty, attention to detail and how you manage accountability with both the customer and
internal staff.

How to structure your answer
STAR, with emphasis on the corrective action taken and how you communicated it.

Example answer



“I once noticed a customer had been charged for a part that was actually covered under a
manufacturer recall. I caught it before the invoice was finalised, corrected the charge, and called the
customer to explain what had happened rather than letting them discover it themselves. I also flagged
it with the parts team so the recall code was updated in the system to stop it happening on the next
vehicle that came through.”

6. What experience do you have with workshop management or dealer
management systems, and how do you use them day to day?
Why they ask
Confirms practical familiarity with the software tools listed for this role, which affects how quickly you can
start contributing.

How to structure your answer
Direct answer covering specific systems used and concrete examples of daily tasks performed in them.

Example answer

“I've worked with Mitchell 1 for job cards and quoting, and a CRM for tracking service reminders and
customer history. Day to day I use it to log complaints as they come in, generate quotes for customer
approval, track parts ordered against a job, and pull up a vehicle's full service history when a returning
customer calls. I also rely on it for end-of-day reporting on jobs completed and outstanding invoices.”


