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The views and opinions presented in this educational program and any
accompanying handout material are those of the speakers, and do not
necessarily represent the views or opinions of NADA. The speakers are not
NADA representatives, and their presence on the program is not a NADA
endorsement or sponsorship of the speaker or the speaker’s company,
product, or services.

Nothing that is presented during this educational program is intended as
legal advice, and this program may not address all federal, state, or local
regulatory or other legal issues raised by the subject matter it addresses. The
purpose of the program is to help dealers improve the effectiveness of their
business practices. The information presented is also not intended to urge or
suggest that dealers adopt any specific practices or policies for their
dealerships, nor is it intended to encourage concerted action among
competitors or any other action on the part of dealers that would in any
manner fix or stabilize the price or any element of the price of any good or
service.
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NADA
The Alignment of Your Principles and Your Methods
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NADA -
The telephone process is a “blind spot,” and often left out of
the measurement...
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The Obsession with the Smartphone
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The Funnel

LEAD

Internet leads

Avg 23 Days*

Phone opportunities

Avg 9 Days*

SOLD

*derived from DealerSocket.com
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NADA | -
Smartphones Changed the Rules...Again!

Customers call /7 dealerships, but only visit 2
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2 Million Call Report

2 Million
Call Report

After listening to millions of calls,
we know what works

#NADA2016




2 Million Call Report | Sales Calls

Sales

700,485 total calls

did not reach agent .

228,994 calls

appointments
27% 191,904 calls

B did not reach agent

W appointments
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2 Million Call Report | Sales Calls: Connected Calls

Sales: Connected Calls
471,491 connected calls

no contact info for crm
51%

240,460 calls

B no contact info for crm
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Can’t Do the Deal? A Eﬂ))
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THIS NOTE IS LEGAL TENDER
FOR ALL DEBTS, PUBLIC AND PRIVATE
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Impact on Advertising Budget

33% of unanswered calls
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Impact on Advertising Budget

51% of connected calls without contact info for CRM
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Don’t Blame Your CRM...

51% not earned, asked, and
received...
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Don’t Blame Your CRM...

30% of the unsold leads in
your CRM purchase a vehicle...
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Don’t Blame Your CRM...

8 in 10 calls aren’t properly
entered in CRM...
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2 Million Call Report | Department Review

Department Review — Sales

257,553
51%

Customer information
NOT obtained
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The Service Customer’s Experience...

Sales > > Fixed Ops
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NADA
Shrinking Margins? Focus on Fixed Ops Revenue

Prime interest rate

New car sales
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NADA
The Caller’s Journey in Service has Equal Impactto their

Experience

20 CALLS TO SERVICE
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l 1 CALL TO SALES
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2 Million Call Report | Service Calls

Service

960,984 total calls

did not reach agent
23%

221,566 calls

appointments
45%

429,232 calls

B did not reach agent

W appointments
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NADA ~

CALLERS ASKING CONNECTED CALLS
FOR FIXED OPS TO FIXED OPS

Set an
appointment

(connected calls
asking for price or
appointment)

Set an
appointment

CALLS

SERVICE
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The Caller’s Journey...

...IS so much more than a sales and service
appointment opportunity!
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Post-Sale/Pre-Survey
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Free Oil Change?
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NADA
Your callers tell you every day what they want, all you have to
do is listen to your customer’s voice.
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Questions
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Fix the Phone;
Phone Process and the
Financial Statement

Please visit the NADA Pavilion

in the Expo Hall for information
on accessing electronic versions
of this presentation and the
accompanying handout
materials, and to order the
workshop video recording.
Chip King
Founder & Managing Partner

CallRevu

_ | Timonium, MD
o " /)" 443-971-3100 (Call or Text) @callersjourney
.= #NADA2016

chip@callrevu.com
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