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DealerSocket Close Document

Mercedes-Benz Brisbane

DATE: 7th of November 2014

Dear Andrew and Tony,

The involvement of Management staff is imperative to receive the maximum value from DealerSocket. Use the tools we showed you this week to ensure your staff meet expectations and better manage your customer base. 
 
Essential Sales: As Sales Managers, use the Manager Dashboard to monitor the following:
1. Enter All Prospects (Desklog)
2. Manage To-Do’s / Open Events (Sales Checkout)
3. Set and Confirm Appointments (Sales Console) 
4. Save a Deal (Desklog or Lost Bucket)
5. Targeted Email Blasts (Listbuilder)
 
Opportunities: Make sure you are doing the Check-Out Process Daily. This will allow you to ensure the system is being used by your team and it will give you enough 1 on 1 time with each sales person on a daily basis.

[image: ]

Practice Makes Perfect: How many prospects have your sales reps have added to DealerSocket?  Our goal for the week was 10 per sales person. The sales reps with fewer than 3 need more practice using DealerSocket before they will feel completely comfortable.


[image: ]









SYSTEM SETUP SUMMARY
 

Outstanding items that need to be completed by your dealership:
· Everyone needs to complete the DealerSocket University Online training sessions
· Review all documents to ensure you are happy with their format once they have been uploaded. Michael & Bianca will be notified when they have been uploaded
· Marketing to design Email Templates (As discussed with Bianca)
· E-mail Accounts need to be finalised between Melbourne IT Department, Pentana Solutions and DealerSocket USA
Outstanding items that need to be completed by Pentana Solutions DealerSocket Team:
· We will take away Prospect Maintenance from Sales Consultants in 2 weeks
QA Events raised and completed:
· QA 77274 – Salutations still need to be added – Done 7/11/14
The processes currently in place are:

[bookmark: _Toc379881612]Campaigns
The campaigns that have been set up on your site are as follows:
1. New Prospect Campaign
2. Lost Prospect Campaign
3. Sold Customer – New Vehicle In Stock Campaign
4. Sold Customer – New Vehicle Order Campaign
5. Sold Customer – Used Vehicle Campaign
6. Anniversary Campaign
7. Closed RO – Customer Pay
8. Service Interval Reminder

The objective of each of these campaigns, and who gets enrolled, is contained in the following paragraphs.
[bookmark: _Toc370979018]New Prospect Campaign
Objective: The objective of this campaign is to increase the number of unsold showroom traffic, phone pop customers returning to the dealership.
Who gets enrolled: All new prospects that were entered into DealerSocket and did not buy the same day.

	Description
	Due
(days)
	Phone/Email/
Print
	Who
	Active

	4 hour Follow up call 
	4h
	Phone
	CRM team
	No

	1 Day Prospect Follow up Email 
	1
	email
	Sales Manger
	No

	1 Day Prospect Follow up Call 
	1
	Phone
	Sales Rep
	Yes

	3 Day Prospect Follow up Call
	3
	Phone
	Sales Rep
	Yes

	7 Day Prospect Follow up Call
	7
	Phone
	Sales Rep
	Yes

	10 To CRM team to maintain 
	10
	Phone 
	CRM
	No

	21 Day Prospect Follow up Read Work Notes
	21
	Read Work Notes
	Sales Manager
	Yes


	Campaign
	Campaign #
	Doc#

	MBB Prospect Campaign
	521
	622

	MBB POV Prospect Campaign
	522
	720


[bookmark: _Toc370979019]Lost Prospect Campaign
Objective: The objective of this campaign is to ensure Lost Prospects are truly lost. Last opportunity.
Who gets enrolled: All prospects that were marked to Lost

	Description
	Due
(days)
	Phone/Email/
Print
	Who
	Active

	Lost Prospect Email
	1
	Email
	
	No

	Lost Prospect Follow up Call 
	1
	Phone
	Sales Manger
	Yes


	[bookmark: _Toc370979020]Campaign
	Campaign #
	Doc#

	MBB Lost Prospect Campaign Not Purchased
	597
	749

	MBB Lost Prospect Campaign Purchased 
	512
	719

	MBB POV Lost Prospect Campaign Not Purchased
	598
	750

	MBB POV Lost Prospect Campaign Purchased 
	545
	659



Deal – In-Stock Campaign 

Objective: The objective of this campaign is to increase the overall CSI for the dealership by maintaining constant follow up with the customer after the sale.
Who gets enrolled: All sold customers who purchase a new vehicle and have been delivered.

	Description
	Due (days)
	Phone/Email/
Print/SMS
	Who 
	Active

	Thank you call next day 
	1
	Phone
	Sales Rep
	No

	Delivery conformation call 
	2
	Call 
	Sales Rep 
	No


	Campaign
	Campaign #
	Doc#

	MBB Deal In Stock Campaign
	523
	-



Delivered – Campaign 

Objective: The objective of this campaign is to increase the overall CSI for the dealership by maintaining constant follow up with the customer after the sale.
Who gets enrolled: All sold customers who purchase a new vehicle and have been delivered.

	Description
	Due (days)
	Phone/Email/
Print/SMS
	Who 
	Active

	Thank you call next day 
	1
	Phone
	Sales Rep
	Yes

	New vehicle purchase letter from GSM
	7
	Print 
	GSM
	No

	Referral call and follow up 
	30
	Phone
	Sales Rep
	Yes


	Campaign
	Campaign #
	Doc#

	MBB Delivered Campaign
	608
	655


[bookmark: _Toc370979021]Deal – New Vehicle Campaign Order 1 month or more 
Objective: The objective of this campaign is to increase the overall CSI for the dealership by maintaining constant follow up with the customer after the sale.
Who gets enrolled: All sold customers who purchase a new vehicle and have been delivered.

	Description
	Due (days)
	Phone/Email/
Print/SMS
	Who 
	Active

	Thank you call next day 
	1
	Phone
	Sales Rep
	Yes

	Deal/Document Check 
	1
	Phone
	Delivery C 
	Yes

	New vehicle purchase letter from GSM 
	1
	Print 
	GSM
	No

	Build /delivery update call
	14
	Phone
	Delivery C
	Yes

	Build /delivery update call
	14
	Phone
	Delivery C
	Yes

	Build /delivery update call
	14
	Phone
	Delivery C
	Yes

	Build /delivery update call
	14
	Phone
	Delivery C
	Yes

	Build /delivery update call
	14
	Phone
	Delivery C
	Yes


	Campaign
	Campaign #
	Doc#

	MBB Sold On Order Campaign
	546
	655/751



*This campaign will continue up to two years and stop when vehicle is delivered. After 6 months contact will be made once a month. 
Delivered Customer – Used Vehicle Campaign 
Objective: The objective of this campaign is to increase the overall CSI for the dealership by maintaining constant follow up with the customer after the sale.
Who gets enrolled: All sold customers who purchase a used vehicle and have been delivered

	Description
	Due (days)
	Phone/Email/
Print/SMS
	Who 
	Active

	Thank you call next day 
	1
	Phone
	Sales Rep
	Yes

	POV vehicle purchase letter from GSM. 
	7
	Print
	GSM
	No

	1month Referral call 
	30
	Phone
	Sales Rep
	Yes


	Campaign
	Campaign #
	Doc#

	MBB  POV Sold Campaign
	524
	660



[bookmark: _Toc370979022]Anniversary Campaign 
Objective: To maintain constant follow-up and increase the return visits by customers after the sale
Who gets enrolled: All customers who purchase a vehicle from the dealership.

	Description
	Due (Days)
	Phone/Email/
Print
	Who 
	Active

	1 year Anniversary Email
	12m
	Email
	
	No

	1 year Anniversary Call
	12m
	Phone
	Sales Rep
	Yes

	2 year Anniversary Email
	24m
	Email
	
	No

	2 Year Anniversary Call 
	24m
	Phone
	Sales Rep
	Yes

	3 year Anniversary Call
	36m
	Phone
	Sales Rep
	Yes

	4 year Anniversary Call
	48m
	Phone
	Sales Rep
	Yes

	5 year Anniversary Call
	60m
	Phone
	Sales Rep
	Yes


	[bookmark: _Toc370979024]Campaign
	Campaign #
	Doc#

	MBB 1 Year Anniversary
	486
	636

	MBB 2 Year Anniversary
	487
	722

	MBB 3 Year Anniversary
	599
	-

	MBB 4 Year Anniversary
	600
	-

	MBB 5 Year Anniversary
	601
	-

	MBB POV 1 Year Anniversary
	547
	721

	MBB POV 2 Year Anniversary
	548
	637

	MBB POV 3 Year Anniversary
	602
	-

	MBB POV 4 Year Anniversary
	603
	-

	MBB POV 5 Year Anniversary
	604
	-


Closed RO – Customer Pay/Warranty 
Objective: The objective of this campaign is to further build relationships with your customers after the service is complete and to increase your service CSI score.
Who gets enrolled: All customers who have come in for Service.

	Description
	Days After Prior Event
	Phone/Email/
Print/SMS
	Who 
	Active

	Service thank you Call
	1
	Phone
	New Employee
	No


	[bookmark: _Toc370979025]Campaign
	Campaign #
	Doc#

	MBB Closed RO – Customer Pay
	526
	-


* Call is inactive until new employee is setup in DealerSocket.
Service Interval Reminder Campaign
Objective: The objective of this campaign is to remind service customers of their next recommended service interval.
Who gets enrolled: All customers whose miles have reached the recommended service. 

	Description
	Due
	Phone/Email/
Print
	Who
	Active

	11  Month Service reminder
	11m
	Phone
	CRM
	No


	Campaign
	Campaign #
	Doc#

	MBB Service Interval Reminder
	528
	-



Implementation Consultant Feedback

All Staff and Management have been trained and they showed enthusiasm and engagement. Management needs to make sure ALL Leads are entered into DealerSocket. This will give the Dealership the ability to track Leads and assess any Leakage.

Implementation Team Stuart Charman

Strategic Consultant Stuart Charman – 0498 118 214 stuart.charman@pentanasolutions.com 
 
Post Install Process

3 Day helpdesk introduction call: From Andrew Johnston – CSC Helpdesk
7 Day call: Stuart Charman on the 13th of November 2014
30 Day call: Stuart Charman on the 4th of December 2014
45 Day Re-Train: Stuart Charman on the 22nd or 23rd of January 2015??

Sign Off

Objectives: 4 Day Install and Training at Mercedes-Benz Brisbane.
	        Site set up as per Modelling Call with Gavin Winter.








					
Andrew Laing & Tony Niemann							7/11/2014
Dealership Contact Name                   	Signature/s                                    	Date





Pentana Solutions DealerSocket Strategic Support Model
1.) 30 Day WebEx Conference Call - Your assigned Pentana Solutions Consultant will schedule a call with your dealership 30 days from the implementation. The call will focus on strategic ways DealerSocket will be able to add value. You will also have the opportunity to ask questions which may have come up since implementation. Please write down any questions you have in the upcoming weeks, so your consultant can address them. 
2.) 45 Day Retrain – Your assigned Pentana Solutions Consultant will visit your dealership 45 days from the implementation. The consultant will hold scheduled classes to re-train or answer questions on the basics for solid usage of this tool. 
[bookmark: _GoBack]3.) Quarterly Site Visits – Your assigned Pentana Consultant will visit your dealership every quarter for a ½ day. These site visits should focus on how we can help you achieve your sales, service, and CSI goals. 
4.) Monthly Conference Calls and WebEx – Your assigned Pentana Solutions Consultant will schedule time for monthly WebEx Meetings. Like the site visits, these calls should focus on strategic ways the Pentana Solutions DealerSocket Team can add value to your Dealership.
5.) Quarterly Strategic Reviews – Your consultant will prepare a 3 monthly data report which covers the various areas of usage over the period and highlight wins or concerns as necessary. 
6.) Monthly DP Calls – Your Pentana Solutions Consultant will give the GM/Dealer Principal a short monthly call before conference calls or site visits to understand the goals and vision of your dealership. This will assure that he/she maximizes the time of the calls and visits and that you are a raving fan of Pentana Solutions DealerSocket.
Training Support
1.) Training Support – For training, Pentana Solutions DealerSocket Team provides you with the Pentana Solutions DealerSocket University Online courses. For most purposes, these online classes cover the core principles for good Pentana Solutions DealerSocket use. If you feel the dealership is struggling because of knowledge, commit each person to take the classes in Pentana Solutions DealerSocket Team University. It will be more valuable to use site visits and conference calls for strategic goals at the management level, rather than basic Pentana Solutions DealerSocket Team training. 

2.) Monthly WebEx Sessions – Pentana Solutions DealerSocket team also provide a calendar of regular training sessions, where dealers are able to log in and view training sessions on various topics.  For a full list of courses and session times, please view our website link: http://www.pentanasolutions.com/index.php/Blog/view/158 

Kind Regards,
	Stuart Charman
CRM Strategic Consultant
[image: cid:email-2.jpg]
	[image: cid:Line1.gif]
	
549 Blackburn Rd  Mount Waverley
VIC 3149 Australia 
P: +61 3 9535 2222 
F: +61 3 9535 2274  
M: +61498118214 
E: stuart.charman@pentanasolutions.com
W: pentanasolutions.com
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Q) DealerSocket’

One solution, all departments.
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