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Collision Repair Approval Recovery

Playbook

An approval-recovery playbook for collision centers that need stronger estimate-status
communication, cleaner supplement follow-up, and better customer confidence while insurance
and parts timelines move.

Collision-center owners, estimators, CSRs, and insurance coordinators

GUIDE

An approval-recovery playbook for collision centers that need stronger estimate-status communication,
cleaner supplement follow-up, and better customer confidence while insurance and parts timelines
move.

WHAT THIS ASSET COVERS

A follow-up rhythm for approvals, supplements, parts delays, and customer reassurance
Language for explaining insurer dependencies without sounding passive or evasive

A recovery structure for cases where trust starts slipping during the repair timeline

USE THIS WHEN

1. Customers keep calling because the repair timeline feels unclear
2. Supplement and approval delays are creating avoidable trust loss

3. The business wants a calmer, more premium communication standard during active repairs
WORKING ASSET

This playbook helps collision centers protect trust during the quiet middle of the repair cycle, especially
when approvals, supplements, and parts timelines create anxiety.

APPROVAL-RISK MOMENTS

estimate submitted but no insurer approval yet

supplement needed

THE QUIET PROTOCOL thequietprotocol.com



parts delay
uncertain delivery date

customer repeatedly asking for status because the path feels opaque
COMMUNICATION LADDER

1. acknowledge the status clearly

2. explain what the shop is waiting on

3. explain what the customer should expect next
4.

state when the next update will happen

Silence is what creates churn and frustration, not the existence of a delay itself.

SUPPLEMENT AND DELAY LANGUAGE

The message should do three things:

explain the blocker in human language
show the shop is still actively managing it

preserve confidence that the process is under control
INSURANCE-READY HANDOFF

Before the case moves deeper into the repair timeline, confirm:

carrier

claim status

current approval stage
known supplement issues

who owns the next customer update
MID-REPAIR TRUST SIGNALS

Customers want reassurance around:

whether the shop is actually on top of the file
whether anyone is proactively communicating

whether delays are exceptional or a sign of disorganization

REVIEW AND REFERRAL IMPACT
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Many collision reviews are really communication reviews. A technically strong repair can still produce
weak public proof if the update loop feels poor.

FAILURE MODES

only updating when the customer complains
explaining delays in internal jargon
unclear ownership for the next customer touchpoint

no follow-up rhythm for stalled approvals or supplements
WEEKLY REVIEW

Track:

average days with no customer update on active jobs
number of jobs with status confusion escalations
review mentions tied to communication quality

insurer or partner complaints tied to unclear file handling
OPERATING NOTE

Collision shops often think their front door ends at intake. It does not. Approval recovery and
trust-preserving communication are part of the same Al Business Operating System because they
shape reviews, referrals, and insurer confidence after the job is booked.

DEPLOYMENT NOTES
HOW STRONG TEAMS ACTUALLY USE THIS ASSET

Assign one accountable owner instead of letting "Collision Repair Approval Recovery Playbook"
become shared but unmanaged work.

Use it with collision-center owners, estimators, csrs, and insurance coordinators in a weekly rhythm
so the asset drives decisions rather than sitting in a folder.

Decide in advance what counts as green, watch, and red performance so the team knows when to
escalate.

Capture learnings directly in the document every week so the asset becomes smarter over time
instead of resetting to zero.

BEST DEPLOYMENT SEQUENCE
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Customers keep calling because the repair timeline feels unclear
Supplement and approval delays are creating avoidable trust loss

The business wants a calmer, more premium communication standard during active repairs

WHAT SEPARATES A SERIOUS VERSION FROM A BASIC TEMPLATI

Clear ownership for every step, not generic advice without accountability.
Targets, thresholds, or decision rules that tell the team what good looks like.

Specific working components: A follow-up rhythm for approvals, supplements, parts delays, and
customer reassurance, Language for explaining insurer dependencies without sounding passive or
evasive, A recovery structure for cases where trust starts slipping during the repair timeline.

A built-in review cadence so the document becomes part of operations rather than a one-time
download.
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