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Internet Process—Sales 

When a new lead is generated by an interested customer, an alert will be sent to 

the Sales BDC reps via cell phone alerts, computer pop-ups, and through a CRM 

notification.  A new lead will also alert the Sales and General Manager to assist in 

a timely response.   

Once the notification is received the responding party will log into the CRM and 

look for a notification on the top right side of the screen.   

 

 

When the “New Lead” icon is clicked it will open the Internet Sales Manager 

Dashboard 

This will display the customer name, and time that they have been waiting for a 

response.  The company requirement is a response, during business hours, within 

5 minutes or receipt by the CRM.  Ideally the response time will be less than 2 

minutes.   
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Internet Process—Sales 
When the Customer’s name is clicked, it will then open the file associated with 

the customer.  A specific customer workflow will enact and will run a follow up 

course as follows: 

Daily contact    Day 1 to 7 

Contact every other day Day 9-29 

Manager contact  Day 30 

Email every ten days  Day 40 

Phone call every 30 days Day 60 

 

This is a segment of the Internet Assigned workflow.  Sub workflows are set to re-

move phone call tasks and emails, accordingly, in status of Internet Assigned no 

phone, and Internet Assigned no email.   

 

When meaningful contact is made the status selected will be Internet Direct  

Contact.  This follow up will be at the pace of the costomer. 

When meaningful contact desists, the status will be changed to Internet Discon-

tinued contact which will runa course of contact for 15 days.  

When an appointment is made, the status will be changed to Internet Appoint-

ment Set, and follow up will be set based on the appointment date, by calling pri-

or to confirm, and a follow up task scheduled after to ensure the customer is still 

being contacted.   

When the customer needs to be marked inactive (not in market, bought else-

where) the customer will be place in to the status of Internet-Manager Review. 
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Scheduling an Appointment 
When speaking with a customer to schedule an appointment it is important to ensure that 

you maintain several factors.  Following these steps increases your appointment show rate 

and aid the customer in finding the Dealership and you when the time comes.   

 

Before concluding the call: 

1) Schedule the call for times at the 15 minute after or 15 minute before the hour time   

segments.  (e.g. 1:15 or 3:45)  If the customer is unwilling to set a time initially, begin  

with agreeing on a date, then a morning, afternoon or evening time period.  Then offer 

two time options.  If customer is still unwilling to commit, schedule the appointment on a 

tentative basis. 

2)  Ask the customer to call you if they are running late. 

3) Ask the customer what the best number will be to call to confirm the appointment.   

4) Ask customer to confirm email address, and what an alternate email address would be. 

5) Ask them if they know where we are located.  Let them know where to park, and which 

door to use when they arrive. 

6) Remind them to ask for you when they arrive. 

7) Close with “Thanks again (customer first name), I look forwards to seeing you (day) at 

(time) at Gurley  Leep GM Giant! 

8) Log call and conversation in eLeads. 

9) Schedule Appointment in eLeads. 

10)Remember to schedule confirmation call and call after the appointment. 

11) If appointment is for the same day, please add them to the concierge board. 

12) Send confirmation email 
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Scheduling an Appointment in CRM 

Click on “Schedule” on the customer file 

Select Appointment from Drop down box 

Change date and time accordingly Step 3 

Step 4 Add notes! 

Click Schedule 

Make sure a call is scheduled before to confirm and after to follow up! 
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Importing Lists 
Periodic lists that are generated for customers that qualify for campaigns based on criteria selected by General Motors.  These lists 
are available to Sales Management .   
 
These lists will be uploaded to the CRM as an imported list and then converted to a Marketing list.  At the General Manager’s  
discretion, the list will be distributed to qualified Sales Personnel and the system will schedule phone calls accordingly for follow 
up.   
 
In some instances, these lists may be used as part of, or separate from an active email blast.   
 
Once the file is imported it will be added to the marketing list. 

 
 
Based on the List, and Direction of the General Manager the Campaign will be selected.   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Dealer Completed Calls will be used when one or more Salespersons are selected for follow up, this will populate the calls on their 
organizer to ensure completion with their daily tasks.   
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CAMPAIGN CHECKLIST 
 
To build and execute a campaign, several steps need to be done in preparation.   
 
First it is important to begin with the end project clearly mapped out: 
1) Who will be contacted and by who 
2) What will the message be 
3) How will it be delivered 
 
For an email campaign: 
1) Import list if one needs to be  
2) Build email template to send and save  
3) Build marketing list using advanced search (Add to import list if applicable) 
4) Use Campaign Manager to execute the process 
 
For a Phone Campaign 
1) Import list is one needs to be 
2) Build marketing list using advanced search (Add to import list if applicable) 
3) Use Campaign Manager to execute the process 
 
For emails please remember the following tips: 
-Use same color text at the beginning of the email to control display text 
-Add plenty of white space at end of email to drive down opt out code 
-Carefully select Subject line-avoid more than one Capital letter and special         
  characters 
-Use refine to deselect recent solds, or recently closed ROs 
-Use multiple campaigns, when possible, to better target the buyer. 
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Appointment Pre-Show Checklist 
To be best prepared for our customers, please refer to this checklist prior to the customer 

arrival.   

____ Has this appointment been confirmed? By Who? __________________________ 

____ Is the Appointment logged in eLeads? 

30 Minutes before Appointment 

PRODUCT 

____ Is Vehicle parked in designated spot? 

____ Is vehicle clean and free of any manufacturer prep or debris? 

____ Does Vehicle have enough fuel for test drive? 

____ Does vehicle have a Dealer Plate affixed properly? 

____ Do you have an alternate vehicle selected and ready to show the customer? 

PROCESS 

____ Is the customer’s name and appointment time listed on the concierge board? 

____ Do you have paperwork ready to complete with customer (i.e. Appraisal form) 

PEOPLE 

____  Are you familiar with the vehicle to discuss it properly 

____  Is your desk free of clutter and ready to welcome guest? 

____ Have you reviewed the customer file to be prepared? 

____ IF BDC appointment, is the Rep. ready to perform warm Transfer? 
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Call Routing 
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Marketing Campaigns 

Import and Execute 
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Objection Handling: 
Here are the questions to ask when they say NO, they like their car or they’re not interested: 
“I understand that I probably caught you off guard and that you were not expecting my call” or “I understand that you love your 
vehicle, that is why I’m calling you. We have customers asking for these vehicles and I need them.” 
“Let me ask you a couple of questions”… 
“Was the vehicle equipped the way you wanted when you bought it?” Or “Are there any other features you would like to have?” 
“Is it the color you wanted?” 
“Is it currently meeting the needs of your family?” 
 
If they still say no then tell them thank you and ask if it would be alright if you called them in the future if you have need of 
their vehicle again. 
“I understand that you enjoy your vehicle and that it is meeting your needs at this time. Would it be alright to call you again in 
the future should we have another need for a vehicle like yours?” 
 
Remember, no isn’t always no. It’s sometimes, I’m not prepared to say yes right now. 
 
VOICEMAIL: 
“Hello Mr/Mrs Customer, this is [Your Name] from [Make]. 
I’m calling about your [Model]. Please call me back at your convenience. My direct line is [Phone].” 
 
 

Helpful phrases to use: 
HOW DO YOU KNOW I QUALIFY FOR THIS PROGRAM?:  (conquest only) 
“Because you service your vehicle with us, it makes you a VIP client of ours. That is why you are being offered this.“ 
 
WHY DO YOU WANT MY VEHICLE?: 
“The reason we want your vehicle is because good quality pre-owned vehicles aren’t as easy to find as they used to be.  We 
would rather reach out to our customers that service their vehicles here, because these vehicles are more valuable to us.” 
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Call Routing 
All calls that are made to the Dealership will be directed to one of the following locations: 

-General Calls:  Most incoming calls will be routed to the Receptionist for proper call routing 

-Service Direct line:  Dedicated phone numbers will direct calls to the Service Department. 

-BDC Return Calls:  When a customer is responding to an information sent from the BDC 

they will be directed to call them back on the Company issued Cell Phone.   

 

All new calls received will use the Call Scripts contained in this Manual.   

 

Return calls will maintain adherence to the script as a guide line, and all objections will be 

countered based on the word tracks provided. 

 

Incoming Sales Calls will be paged for the first available Sales Rep to assist.   
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Workflows 
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Silo 5 -Lease Contract End: Script Continued 

Schedule physical inspection appointment at the dealership 

If, “Yes”: If it’s not recent, would you like for us to take another look at the car? 

 

Have you selected a replacement vehicle? 

   

If, “Yes”: Great, when we get together we will see if it makes sense to make your move now, rather than wait. 

 

If, “No”: Great, you can let me know what’s important to you in selecting the next vehicle, and we’ll see what we 
can do to help you get into it at the ideal time. 

 

Will today at ______ (time), or tomorrow at ______ (time), be good for you, for us to get together?  If not: What is 
the best time for you? _____ 

 

Great, I’ll be ready for you. 

 

End of Script. 

Tip: For all Contract End clients, AutoAlert and helps you “Strategize”, prior to the appointment, or during an ap-
pointment, to evaluate opportunities and payment differences on any model your brand offers with no cap-cost re-

duction. 

 

Tip: AutoAlert will automatically determine whether to take the vehicle in as a trade-in, (using estimated trade value 
from recent auction data, relative to payoff), or to terminate the lease using “balance to maturity payments”, plus 

termination fees.  (In the “Preferred Equity” section on the deal screen, either equity, or balance to maturity, is used 

in the calculation of the new car). 

 

Tip: Have sample photos of chargeable vehicle damages, (chips, dings, etc.) that are acceptable, and some that are 
not, to use for comparison when examining the car with the client. (Many lease companies will provide these upon 

request). 

 

Tip: Have a Tire Depth Gauge, (available for a nominal cost from the tool-truck that calls on the Service Dept. selling 

tools to the techs).  Measure the tires, in front of the customer; write down the tread depth on a used car appraisal 
form. 

 

Tip: Don’t assume that the customer will want the same model car.  In most dealerships, the majority of lease cli-
ents move into a car model different than their current vehicle.  Lease customers can drive different vehicles for a 

shorter “ownership cycle”, and change vehicles as their needs and wants change. 
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Silo 5 -Lease Contract End: Script 

Schedule physical inspection appointment at the dealership 

As a client approaches the end of a Lease Contract, your objective is to set an appointment with the customer, to 
physically examine the vehicle, from a lease-end point of view.  

 

We can then evaluate whether it makes sense to lease the client a new car now, (terminating their lease early), or 

wait for the lease to mature. 

   

Important Research: As the customer approaches the end of the lease, your influence of the next purchase diminish-

es as you get closer to 0 payments left. 

 

We will want to evaluate: 

1. Excess mileage fees, (that may be due at maturity), 

2. Excessive Wear and Tear, (including tires and glass), 

3. Other fees, (deferred repairs, and defective equipment, for example), that may be due at lease termination. 

Possibilities and opportunities to lease them any model vehicle we sell. 

   

Script 

Hello, Mr. / Ms.: _____________? This is ___________name from ____ (dealership) calling about your 
______________ (Year Make Model), lease… 

 

I’m showing that you have ___ months remaining on your lease:  

We want to help you transition into your next car as smoothly as possible, and avoid, or minimize, any fees for ex-
cessive wear and tear, glass damage, tire wear, excess mileage, or any other expenses that may be due according 
to the terms of the lease. 

 

We’ve found the best step at this point is to schedule a complimentary vehicle inspection, to examine which items 
that you may be able to take care of in advance, at a cost that would be lower than the fees charged for those same 
items by the lease company.   

Additionally, we can evaluate whether or not it would make sense to get out of the car early, and take advantage of 
any special programs that you might be entitled to on a replacement car? 

 

Have you had an inspection yet?   

(The leasing company’s inspectors don’t count; they are not trying to watch out for your client like you are). 
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New Internet Sales Lead 

New Internet Sales Leads will follow the above course of action which 

applies to the Sales and BDC teams.  This is a Highlight of the Internet 

Assigned Sales status.  All leads will follow the remainder of the work 

flows as designated here after. 
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New Internet Sales Lead 

This applies to all new internet leads that do not engage.   
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Silo 1 Service Alert and Service Appointment Script 

 

"Hello Mr./Ms. Customer, This is Salesperson with TOYOTA." 
I noticed you have checked your 2007/Camry into our service department.  Is it still here?  {If 
not switch to the Enhanced Sales Script.} 
The reason I am calling is: 

Your car is an exact match for a vehicle that we have a specific need for right away. 
In order to compensate you for allowing us to have your car back, I would like to see if your ve-
hicle qualifies for the Toyota Exchange Program. Under the Exchange Program, if your ve-
hicle passes our Exchange Inspection, as compensation to you, we will exchange your 2010 
Camry LE for a new current model keeping your payment about the same.  {NO PAUSE, GO 
STRAIGHT TO THE NEXT STATEMENT} 
Mr./Mrs Customer,  before I go any further however, I have a very important question 
for you:  WHAT WOULD BE THE ONE THING ABOUT YOUR CURRENT VEHICLE YOU 
WOULD LIKE TO CHANGE? 
Great, I am making a note about that. 
Now Mr,/Mrs. Customer,  how the Exchange Program works is very simple,  since your vehicle 
is here in the  Service Department today I would like your permission to do an Exchange In-
spection at no cost to you.  
What time were you planning to pick up your vehicle?  Please see me when you get here.  I will 
have your keys and the results of your inspection as well as our Exchange Offer. 
After your vehicle passes the inspection and you accept our Exchange Offer, we will deliver 
your replacement vehicle and you will be on your way.  {No matter what questions are asked 
as to what am I getting for my car, what is new about the 2011, rates, anything other than “why 
or how are you doing this” please responds as :} 
Those are great questions Mr./Mrs. Customer and we will get them answered as soon as your 
vehicle passes the Exchange Inspection,  however I know we have surprised you by this offer 
and I have to get a 2007/Camry in here today,  I have a list of other qualifying customers I need 
to call, so is it OK if I just call you next time I need a 2007/Camry? 
If the question in how/why we are doing this, please respond: 
Mr./Mrs. Customer,  right now it is much easier for us to get 2013 new vehicles than suitable 
Certified Pre-Owned vehicles for our Pre-Owned programs.  We have a quite a few customers 
than can only buy a pre-owned Toyota, so this puts you in the driver’s seat and allows you to Ex-
change your 2007/Camry for a new 2013 for about the same payment.ve 
FIRMING THE APPOINTMENT:  One last thing Mr./Mrs Customer,  can you do me a favor?  Do 
you ha a pen handy?  Please write down my name and number and call if you have any further 
questions.  Also is anyone else on the title with you that you would need to bring to sign your car 
over to us?  Thanks, see you at 5:15pm! 
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Service Appt Script 

 

- Hello Mr/Mrs Customer, this is [your name] from [Make]. 

- I am calling to find out if you still have your [year, make, model]. Do you still have this vehicle? 

Answer:  Yes (continue with script) 

Answer:  No (thank them and hang up) 

- The purpose of my call is I noticed you’re probably getting close to [number of miles on vehicle], and you are going to have 

a service due at that point.   

- Would you like me to schedule an appointment this week to take care of that? 

Answer:  Yes (make the appointment) 

Answer:  No (Ask why. Explain the benefits of being a [Make] VIP service client servicing their car with you.  IE: shuttle service, 

free vehicle inspection, car wash, etc.) 

Answer:  Not sure (call them back later when they would want you to.) 
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New Internet Sales Lead 

New Internet Sales Leads that only provide a phone number will re-

main on the following course and after the 30th day will change to LTF. 
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New Internet Sales Lead 

When engagement ceases, provided the customer has not scheduled 

an appointment, become inactive, or purchased, the lead will be 

placed into the status of Internet-Discontinued status.   

New Internet Sales Leads that do engage will be placed in the Sales 

Status of Internet-Direct Contact.  This will create a phone and email 

contact which will continue in perpetuity.   
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OUTREACH TO TOMORROW’S CONQUEST SERVICE APPTS: 
 
Hello Mr/Mrs Customer, this is [Your Name] from FORD. 
 
I see you’re bringing in your [Model] for service tomorrow. The purpose for my call is we currently have some needs for vehicles 
like yours. Do you mind if while it’s here tomorrow, we walk around it to make sure it’s something we can use and see if it quali-
fies for the FORD Exchange Program? 
 
You’re asking their permission.  
“Would it be ok with you if while it’s here…”  
“While it’s here, can I have your permission to walk around it…” 
 
If it’s something older that most likely has no payments on it, then don’t use the “FORD Exchange Program” term. Instead, 
say something like: 
“…make sure it’s something we can use and present you with some upgrade opportunities?”  
or simply  
“…make sure it’s something we can use and talk with you about purchasing it from you?” 
 
If they are dropping it off, tell them you’ll talk with them when they come back to pick it up. You can tell them you’ll present 
them with their opportunities when they pick it up. 
 
OUTREACH TO YESTERDAY’S CONQUEST SERVICE CUSTOMERS: 
 
Hello Mr/Mrs Customer, this is [Your Name] from FORD. 
 
I see you brought your [Model] in for service yesterday. I’m sorry I missed you while you were here. The purpose for my call is 
we currently have some needs for vehicles like yours. Do you have 15-20 minutes in the next couple days to stop back here and 
allow us to walk around it to make sure it’s what we’re looking for and see if it qualifies for the FORD Exchange Program? 
 
If it’s something older that most likely has no payments on it, then don’t use the “FORD Exchange Program” term. Instead, 
say something like: 
“…make sure it’s something we can use and present you with some upgrade opportunities?”  
or simply  
“…make sure it’s something we can use and talk with you about purchasing it from you?” 
 
 
Only give info about replacement AS NECESSARY. WE ARE BUYING THEIR CAR. TALK ABOUT REPLACEMENTS AFTER TALKING 
ABOUT THEIR CAR, TYPICALLY WHEN THE CUSTOMER BRINGS IT UP IN THE CONVERSATION. If it doesn’t come up, then say, 
“It looks like we can certainly use your vehicle. Would you like to look at a replacement vehicle?” 
 
Remember, don’t use these words/phrases: 

Appraise/Appraisal 
Used car manager 
Trade-in 
Trade you out of 
Put you into 

 
Instead, use: 

Evaluate/Inspect/Walk around 
Inventory manager, or portfolio manager (if you need to refer to someone) 
Replacement vehicle (they may choose pre-owned or new) 
Give you, or offer you 

 
Make it conversational. Don’t sound like your reading or repeating a script. Make it your own, but keep the message the same. 
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CONQUEST (customers that use the service dept, but did not purchase that vin from your store) 
Easy call – own it (use your personality) 

Create a need for their current vehicle 
If I could (make the numbers work & get you into a newer vehicle) 
Would you (consider swapping vehicles with us today?) 
 

Email or phone – 
 
“Hello (customer) – I wish I had caught up with you when you were in service last  (week / month).  My pre-

owned department is specifically looking for a (year/make/model) with mileage similar to the one you brought 

into service.  How long were you planning to keep your (model)?” 

Once you get a response from them –– “If I could get you into another vehicle and make the numbers work; 

would you consider swapping vehicles with us today?” 

OLDER – vehicles that have not been back in service for last 5 months or more: 

Hello (customer) – I am calling regarding your (year, model).  I see you have not been in service since (last visit)…

are you still driving this vehicle? 

…wait for response – then “How long were you planning to keep it?” 

….wait for response – then “I was hoping that IF I COULD….MAKE THE NUMBERS WORK….etc.” 

REMEMBER – ultimately; it is their vehicle and they can choose to keep it.  “Obviously you are driving the right vehi-

cle; this is why we are looking for it.  Have you already purchased an extended warranty to keep your overall cost of 

driving as low as possible?” 

FOLLOW UP EMAIL AFTER CALL – even if they say they are not interested.  Thank them for taking your call.  Send 

them your contact information in case anything changes or if they happen to run across anyone else that may be in 

the market. 
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New Internet Sales Lead 

When the appointment shows, election of the status above is used if 

no sale results from the Appointment, and the customer is still a  

working customer.    

When an appointment is scheduled, please refer to Appointment  

section of this Manual.   
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New Internet Sales Lead 

If the customer fails to show for the appointment, the system will en-

ter them in the status of Appointment No Show which will set a course 

of action for seven days, and then turn to Internet-Discontinued  

Contact. 

When an appointment is scheduled, please refer to Appointment  

section of this Manual.   
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Data Mining 

Scripts and Objections 
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AutoAlert VIP Daily Process Map 

Goal:  Schedule 1-2-3 appointments every day Sell 1-1.5 units daily 
 Know Current Programs and Incentives   *   Create Campaign 
 

Sales  5-10 calls 2x during shift  
First thing when arrive – Service customers and upcoming RO appt 
Afternoon/ Late Evening – Alerts/Opportunities  

 
Daily:  Open AutoAlert as soon as you arrive 

 

1st Service Opportunities   
Customers in Service drive, lounge 
Contact through AutoAlert- You need their vehicle, will they drive the new vehicle when service completed? Can 

Sales Manager do complimentary equity evaluation now? 
Upcoming  RO appt 
RO History/occurrence, Tires, Expensive maintenance, Expiring Warranty. 

 
2nd Lease Maturity / Alerts  

Contact 180-360+ days minimum before maturity 
Manufacture Pull Ahead Programs 
Identify Mileage Penalty and Exchange opportunity 
 

3rd Opportunities / Alerts 
Alerts never contacted 
Greatest $$ difference 
Most payments remaining 
Use search reports for other created opportunities 

 

Make the Call 
Identify the Opportunity Block and Review the Deal Sheet 
Present opportunity to customer… Read the Script 

First: Call – Leave message 
Second: Follow up Call – Validation of need. We appreciate you’re busy, have a great opportunity for you, please 

call me at your earliest convenience…     
 

Set Appointment 
 Schedule Appointment with customer – Have them ask for you when they arrive and bring extra keys, owner’s manual, 

etc. that should stay with current vehicle 
Make Copies of Deal Sheet for Sales, BDC, and Sales Manager 

Greet Customer upon arrival, Give business card (BDC) 
Introduce to Sales Manager as VIP Customer 
Sales Manager to complete VIP Exchange Review  
Sales Person  

Get additional information and keys on existing vehicle for equity evaluation 
Talk to customer about needs-same model, equipment, desired equipment, etc 
Have 2 replacement vehicles pulled up, 1st Same Model and Trim, 2nd Same Model or Upgraded Model with 

Higher Trim Levels ($25 more per month). Be prepared! 
Test Drive and Select Replacement Vehicle. If we can keep your payments about the same, can we have your 

vehicle on trade early? Which Model do you prefer? Ask for the Sale! 
Present the Deal - Visit about finance/Lease options - Close the Deal! 
 

                             Sales Manager - Thank customer again for repeat business – MARK DEAL SHEET SOLD  
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New Internet Sales Lead 

Workflows with active clients will, at varying time points, change to 

LTF (Long Term Follow-Up)  This is also actionable upon selection.  This 

is a 150 day follow up process that sends emails automatically every 

10 days and requires a phone call every 30 days.  This is not specific to 

Internet inquiries. 
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New Internet Sales Lead 

Upon a customer purchase, follow up will generate for a five year and 

six month term.  This incorporates Service and Sales Follow ups. 
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AutoAlert 

Daily Service Drive Plan of Action 

 

Active Drive (7AM +) 

Triage Conquest First 

2010 Models and Up  

Search VIN, OR Customers Name 

Approach Customer 

EDUCATE YOUR CLIENT 

Update and “TURN” Interested Customers/Clients 

Check AA for Service Customers you have missed 

Call Conquest Customers you have missed 

Check AA for Conquest Appointments 

Check AA for Service Appointments 

Monitor Drive throughout the day via “MY DEALER LOT” 

CALL CONQUESTS FROM PREVIOUS SERVICE DATES (2010 MODELS AND UP) 
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AutoAlert 

Daily Conquests Plan of Action 

 

Log into AutoAlert 

1 hr time blocks assigned to each salesperson (so customers aren’t doubled-up on) 

Rotate time blocks for each salesperson (i.e. 1pm today, 2pm tomorrow, etc) 

10 calls each day per salesperson 

10 calls will consist of fresh calls and follow-up calls 

Follow-up calls should be made no more than 1-2 days after previous call AND at different time of day than previ-
ous call(s) 

Follow-up calls can be made at any time during the day (because they are already assigned to a salesperson) 

Log all calls with notes and follow-up activity 

Follow-up activity may be an appt, another call in 1-2 days, or another call in 90 days 

If no contact after 3 calls and an email, schedule out next phone call 90 days 

Logging all calls assigns the customer to you and prevents  doubling-up on customer 

Who to call in Conquests: 

Make sure your layout in AutoAlert shows at least Full Name, Year, Trim, RO Appt, Last RO 

2yr old model year and older (2011 & older right now) 

First sort by RO Appt and call the next day’s appts (set them up to talk w/them when they are there) 

Then sort by Last RO and begin calling the most recent service visits 

 

 

Work the service drive. Tell customers you’d like to buy their vehicle and offer them a free evaluation to see if it qualifies 
for the Buick (or GMC) Exchange Program. If it’s not a Buick or GMC, just say Exchange Program or Buyback Program. 

 

 

You have the script with the objection follow-up questions and voice mail script. 

 

REMEMBER, it’s all about wanting their vehicle. You are buying, not selling. The replacement vehicle will follow. Trust in this 
process, it works. 
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New Internet Sales Lead 

Customers that notify that they have purchased at a competitor will be 

placed in the status of Active-Bought Elsewhere. 

Customers that notify us that they have made a purchase at another 

Gurley Leep store, will be placed in Manager Review Status.   
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Showroom and Phone Ups 

All new Showroom and Phone ups will maintain a 30 day follow up and 

then will change to LTF. 
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AutoAlert 

Daily Action Plan  

Log into AutoAlert  

10 calls each day per salesperson (Opportunities and/or Conquests) 

Remember this is not a race, Quality outreaches over Quantity! DO YOUR HOMEWORK! REVIEW THE DEALSHEET BEFORE 
DIALING!  

Identify MULTIPLE Opportunities. DON’T WASTE AUTOALERT OPPORTUNITIES. On average only 1 of 10 is identified to receive 
this unique outreach and opportunity!  

Don’t make the decision for your customer. Transparent message. Make it sincere & conversational. Don’t want them mad at 
us.   10 calls will consist of fresh calls and follow-up calls 

Day 1: Phone call. Don’t leave vcml today. 

Day 2: Phone call. Leave vcml today. Also send email echoing vcml. 

Day 3: No outreach. 

Day 4: Phone call. Leave vcml again. 

If no contact after Day 4, schedule out 45 days and repeat the process. 

Log all calls with notes and follow-up activity. ALWAYS SCHEDULE AN ACTION! 

Follow-up activity may be an appt or the next call. 

If no contact after 3 calls and an email, schedule out next phone call 45 days 

Logging all calls reminds you of when & what you communicated. 

Where do you start? 

1: Service Drive Tab; (Green P) Identifies Customers ALREADY Scheduled for a Service Appointment that are in 1 of 
the 6 Opportunity Blocks. These Opportunities are going to be in your Service Drive! “Identified a need for your 
vehicle… Complimentary Exchange Review…”   

2: Service Tab; (Green S) Identifies Customers recently in for Service (last 30 days). Follow up. “Sorry I missed you 
while you were here. We identified your vehicle as something we can use…”  

3: Mileage Alert; (Orange M) Lease Opportunities that are in a “Potential Mileage Penalty”.  

Pro-Active outreach to Avoid end of term penalty, Pull Ahead Opportunity. 

4: Alert Opportunities; (Red A) Best practices are to sort opportunities by most payments remaining, lease contract 
ends, pull ahead lease programs, etc.  

Who to call in Service: 

Make sure your layout in AutoAlert shows at least Full Name, Year, Model, Trim, RO Appt, Payments Remaining, 
Payment Difference 

First sort by RO Appt and call the next day’s appts (set them up to talk w/them when they are there) 

Then sort by Last RO and begin calling the most recent service visits 

Do same for Conquests. You won’t have any payment info because they didn’t buy it here. Call appts day before, the 
work most recent service visits and older. “We have identified your car as one we could use. Can we have your 
permission to evaluate it and see if it qualifies for the Honda Exchange Program” (or “…talk with you about pur-
chasing it from you” if it’s something older that probably does not have a payment). 

Work the Service Drive. AutoAlert MobileApp. Tell customers you’d like to buy their vehicle and offer them a free evaluation 
to see if it qualifies for the Honda Exchange Program. 
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Data Mining 

Process 
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Scripting 
Sales and Internet 
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Hello, my name is_________.  What can I get you information on.   

Great I would be happy to do that for you.  Can I also provide information on payments, down payments and figures on your 

car? 

Where can I email the information to or would you rather receive it by fax? 

Great what is you email address/fax number? 

And how do you spell your last name? 

And how do I spell your first name? 

What is your cell phone number in case there is a problem? 

New Car Request: I will get you that information on the car right away.  While I am pulling together the information 

would you consider a vehicle like this with low miles, a warranty and the same equipment or more?  

Used car Request: Would you consider new? 

What are you currently driving now? 

Can I provide you figures on that as well? 

Great I would be happy to. . . 

When would you be available to look at the vehicle, and I can take a look at yours. . . This afternoon or  
Tonight? 
 
Do you have a pen handy? 
 
Write this down…  (Spell name and give direct phone number) 
 
I will send the information immediately.  Please give me a call back if you do not receive it in the next  
Hour OK?  Other wise I will see you at ____ 
 
Would you do me a favor?  (Get a yes) 
 
Call me if you have questions or find that you are unable to make it in. 

Incoming Sales Call 
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Outbound Service Call –Status Update 
Verify  “May I speak with (Customer Name) 

Green Light “Did I catch you at a good time?” 

Intro   “This is (name) with (Dealership) 

Reason  “I am calling in regards to your (year) (model) that we have been  

   working on” 

 

Ready  “Because we know your vehicle is important to you, we have put  

   a priority on it, and your vehicle is ready to be picked up.  As you  

   requested, we completed (services).  Are there any questions  

   that I can answer for you?  

 

Not Ready  “I wanted to give you an update on the vehicle.  Currently we are  

   anticipating the (parts)/(service to be completed) in order to  

   finish your vehicle.  While I can not give you an exact time that it  

   will be ready, I can tell you when I will be able to provide you with  

   another update.  Can I call you back at (10am/2pm/4pm)?” 

 

Inspection  “Your GM Certified Technician was able to complete the  

   inspection, and he is competing the paperwork now so it will be  

   ready to review with you when you arrive.” 

Conclusion “Thank-you again (customer name) for servicing with (dealership) 
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Outbound Service Call –Declined (Continued) 
YES   Great,  I am glad to hear you are taking good care of your vehicle! 

No NVDS  While I have you on the phone, let’s go ahead and schedule your 

   next visit.  I have an opening on the week of (date) would you  

   prefer a morning or afternoon appointment?   

CONFIRM  “Where should I send the email confirmation, to your personal 

   or work email?”  OR “Do you have a pen handy?  Can you write 

   this down please?  If you need to change your appointment I can 

   coordinate that for you.  Again my name is (name), my number is 

   (number).  Your appointment is (Date and time) and when you  

   arrive just ask for (Advisor) and he/she will be ready to assist 

   you” OR If the customer is driving, and can not write the  

   appointment down respond “Let me do this for you, I am going 

   to call you right  back and leave you a message.  Don’t answer 

   the phone and it will be there for you when you can write it  

   down.” 

 

Up-Sell  “Before I let you go, can I ask…” 

Conclusion “Thank-you again (customer name) for servicing with (dealership) 
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Sales Person: Thank you for calling. My name is Grant.  
Buyer: I am calling for a price on ‘X’.  
Sales Person: Great, thanks for calling us for a price.  
NOTE: Move immediately into qualifying how they want that equipped (2-door, 4-door, 5-speed, auto-
matic).  
Can I also get your figures on your vehicle?  
Buyer: That’d be great.  
Sales Person: You don’t’ have to purchase today, do you?  
Buyer: No, just shopping.  
Sales Person: Good. What are you driving now?  
(after the buyer answers)  
We need a vehicle like that now. Let me be sure I have what you want and I’ll get all the other infor-
mation for you.  
Is there anything else you might want to consider if it was affordable?  
Buyer: I’d love a hybrid if I could afford it.  
Sales Person: Great. I’ll also put that together for you. What’s your cell number?  
Buyer: Why do you need that?  
Sales Person: So I can text you all the information you are requesting.  
(Buyer gives their number.)  
Great. How do you spell your last name?  
Buyer: S-P-E-C-I-F-I-C.  
Sales Person: How do you spell your first name? www.GrantCardone.c om © 2011 Cardone Training Tec hnologies , I 

nc . 310 -777-0255  

Buyer: J-O-E.  
Sales Person: Joe, hold one second please.  
NOTE: Don’t ask- control the call- give the command – 5 count.  
Joe, would you consider a vehicle like like the ‘X’ with low miles, a written warranty savings of 2, 3, 4 
thousand dollars?  
NOTE: If they are calling on pre-owned.  
Is there any chance you would consider new or newer if the money/payments are about the same?  
Buyer: Maybe. What do you have?  
Sales Person: I have a number of products that may work perfectly for you (don ’t be specific) in 
addition to the ‘X’.  
When can we get together: this afternoon or tonight so I can show you exactly what I have?  
Buyer: Tonight.  
Sales Person: How about 5:30 or 7:00? What’s best for you?  
Buyer: 7PM.  
Sales Person: Great. Do you have a pencil handy?  
NOTE: Control the call. Give your first name, last name, YOUR cell number, location and address.  
I am going to start texting you some information.  
If you have any questions, please give me a call or text me back.  
Would there be any reason you can’t make it tonight?  
Buyer: No, I’ll be in at 7.  
Sales Person: Great. I’ll see you tonight. By the way, what will you be driving up in? If something 
does come up, would you be kind enough to give me a call? I’ll see you tonight at 7.  
 

Incoming Sales Call-Price 
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Sales Person: Thank you for calling. My name is Grant. 
Buyer: I’m calling for a price on ‘X’. All I want is your best price. 
Sales Person: Great Sir, I’d be happy to get you our best price. 
 
NOTE: Move immediately into qualifying how they want that equipped (color, trim, anything that they 
have not covered). 
 
Sales Person: Can I also get you information on down payments, monthly payments  
and your vehicle? 
Buyer: Nope, just the price. 
Sales Person: Good Sir. What are you driving now? 
Buyer: Good try. No trade, just the price. 
Sales Person: You don’t’ have to purchase today, do you? 
Buyer: No, I just want your best price. 
Sales Person: Let me be sure I have what you want and I’ll make sure we get you our  
very best price. 
What’s your cell number? 
Buyer: Why do you need that? 
Sales Person: Because I want to text you our best price so you can see what we will  
do for you. 
Buyer: Just give me the price. 
Sales Person: We have a company policy to provide all of our quotes in writing so  
that there is no misunderstanding.  Many of our competitors will give you a price verbally and then not 
honor it when you go there. 
What’s your text number? So I can send you exactly what we’re willing  
to sell our product for. You can take that number and then shop it  
wherever you want to. 
Buyer: Fair. Here is my cell number. 
Sales Person: Good, how do you spell the last name? 
Buyer: P-R-I-C-E. 
Sales Person: How do you spell the first name? 
Buyer: B-E-S-T. 
Sales Person: What’s your e-mail in case the file is too large for your cell number? 
Buyer: bestprice@emailaddress.com 
Sales Person: Hold please. (5 count) I’m going to e-mail you all the information so  
you can see it firsthand.  
Is there any chance you would consider something pre-owned (low  
miles) if it save you 2, 3, 4 thousand dollars? 
Buyer: I might do that. What do you have? 
Sales Person: I have a number of vehicles like that available. When can you come by  
to look and drive? I can get you numbers on BOTH. 
Buyer: No, I’m not interested. Just give me your best price. 
Sales Person: No problem. I’d be happy to get you our best price. When can you  
come by to look and drive once I get you our best price? 
By the way, I just you an email/text. Did you receive it? 
Buyer: Yes I did.   OR   No, I didn’t. 
 
 

Incoming Sales Call-Price Insistent 
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Outbound Service Call –Declined Service 
Before you call the customer , first review their service history including last visit 

date, mileage, and service recommendations.  Check for missing customer infor-

mation and run through recall check.   

VERIFY  “May I speak with (Customer Name) 

GREEN  LIGHT “Did I catch you at a good time?” 

INTRO  “This is (name) with (Dealership) 

REASON  “I am calling in regards to your (year) (model)” 

   —> If customer has worked with a specific Advisor in the past 

   “(Advisor) asked me to give you a call.  The last time that you  

   were in for basic service was (date) and based upon the time 

   (or miles) you are most likely due for your next maintenance  

   service.   

   During your last visit, your GM Certified Technician found some  

   items that needed to be addressed.  (Remind them of items)  

   Have you been able to have those items taken care of? 

YES    Great, while I have you on the phone, the other reason for my  

NVDS  call is that our Sales Manager is looking for a (model) that has  

   been taken care of as well as yours has been.  I see that you are  

   coming in again on (date).  Would you be agreeable to have him  

   look at your vehicle and provide you with a cash offer on it? 

   Go to Confirm, schedule as Service and Sales Appt. 
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Outbound Service Call-OnStar Lead (Continued) 

-OR-   “Let me check one last thing…” (If it is in range) “I thought so, your  

   vehicle is on the list of vehicles we are seeking to purchase.  Can I have  

   our Sales Mgr. Look at your vehicle while you are here and make you an  

   offer on it? 

 

Up-Sell  “Before I let you go, can I ask…” 

Conclusion  “Thank-you again (customer name) for servicing with (dealership)” 
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Sales Person: Let me check the information you’ve given me 
When can you and I get together to look at your options: this afternoon  
or tonight? 
Buyer: Just give me the best price. I’ll figure out when I can come to you. 
Sales Person: Once you get the information package, if you have any question just  
give me a call. You have my direct number. 
Are you going to there the rest of the day? Where are your offices? I  
am going to be out of the office the next thirty minutes and thought I’d  
stop by and show you what I have an how much it is.  
Buyer: Not necessary. Just send me the information I’m requesting. 
Sales Person: Mr. Best Price, let’s face it. The only way anyone is going to earn your  
business is to get you exactly what you want. Give you the best price  
and THEN deliver you the best service. 
Buyer: Good try. Love your professionalism. Just e-mail me. 
 
Sales Person: Great, I’d be happy to. Sending you the information now. Again, all  
my contact information is included. If you have questions regarding  
ANYTHING, just call me. I’m going to send you more options that you  
may be interested in. My direct number will be on each transmission. 
 
LOG THE CALL IN eLeads! 
 
 
POSSIBLE ACTIONS TO TAKE: 
1. Send multiple vehicles with prices. 
2. Send payments as well as your price. 
3. Send lease and purchase payment. 
4. Send video of vehicle in question. 
5. Have manager also send video message or call. 
 
NOTES:  
1. Keep working the opportunity. 
2. BEST PRICE buyers can buy and DO buy! 
3. You have to be persistent and creative. 
4. Traditional attempts at avoiding/evading will fail. 
5. Surrender to him, let him win. 

Incoming Sales Call-Price Insistent (Continued) 
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Sales Person: Thanks for calling. My name is Grant. 
Buyer: I’m calling from sixty miles away and I want your best price on ‘X’. 
Sales Person: Great, I’d be happy to get you our best price. 
 
NOTE: Move immediately into qualifying and how they want that equipped. (Color,  
equipment, 2-door, 4-door.) 
 
Can I also get you information on down payments, monthly payments  
and your vehicle?  
Buyer: That’d be great! Local dealers won’t give me anything. 
Sales Person: Great Sir. What are you driving now? 
Buyer: I drive ‘X’. 
Sales Person: We really need a vehicle like that. You don’t have to purchase or trade  
today, do you? 
Buyer: No, I just wanted to see if it would be worth driving sixty miles. 
Sales Person: Let me assure you that I have what you want and I’ll make sure we get  
you our very best price. 
What’s your cell number? 
Buyer: Why do you need that? 
Sales Person: Because I want to text you all the information so you can see what we  
will for you BEFORE you drive sixty miles. 
Buyer: Can’t you just give me your best price? 
Sales Person: We have a company policy to provide all of our quotes in writing so  
that there is no misunderstanding. 
Many of our competitors will give you a price verbally and then not  
honor it once you get there. 
Can you receive information over a phone? 
Buyer: What do you mean? 
Sales Person: If I text you, will you be able to receive the information? 
Buyer: Yes. 
Sales Person: What’s your text number? I’ll send you exactly what we’re willing to  
sell our product for. 
How do you spell your last name? 
Buyer: D-I-S-T-A-N-C-E.  
  
 First name: L-O-N-G. 
Sales Person: What’s your best e-mail, in case this file is too long for texting? 
  
Buyer: LongDistance@emailaddress.com  
Sales Person: I’m going to text you and email you all the information. Hold on one  
second please. (5 count) 
Hey, is there any chance you would consider something pre-owned  
(low miles) if it saved you 2, 3, 4, 5 thousand dollars? 
Buyer: I already have a pre-owned. 
Sales Person: Would you consider a new or newer car if the money was the same? 
 

Incoming Sales Call-Price:Distance  
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Outbound Service Call –OnStar Lead 
Before you call the customer , first review their service history including last visit 

date, mileage, and service recommendations.  Check for missing customer infor-

mation and run through recall check.   

Verify   “May I speak with (Customer Name) 

Green Light  “Did I catch you at a good time?” 

Intro   “This is (name) with (Dealership) 

Reason  “I am calling you due to an alert that (Make) has received via OnStar. 

   Your vehicle has informed us that (service ) is due.  I will assist you with  

   scheduling that appointment for you. 

Transp.  “So I can find the best appointment time for you, will you be using our 

   shuttle or do you have transportation already arranged? 

Appt   “Let me check on our next available appointment.  What works best for 

   you? 

   Offer 2 choices—Morning or Afternoon? Early in the week or Midweek 

Confirm  “Where should I send your email confirmation, to your personal or  

   work Email?” -OR if no email “Do you have a pen handy?  Can you  

   write this down please?  If you need to change your appointment, I can 

   coordinate that for You.  Again my name is (name) and my number is  

   (number).  I have now Scheduled your appointment for (Day and time) 

Upsell  “Before I let you go, are your floor mats cracked or worn?”  “We have  

   floor Mats starting at (Price) 

-OR-   “Let me ask you, with winter season upon us, are your wipers properly  

   Clearing of your windshield?”  “We can replace those for you while  

   your Vehicle is here and install is free.    
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Outbound Service Call-Service Lead (Continued) 

Up-Sell  “Before I let you go, can I ask…” 

Conclusion  “Thank-you again (customer name) for servicing with (dealership)” 
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Buyer: What do you have? 
Sales Person: I have a number of vehicles that would save you thousands over a new  
one. BEFORE we even look at your vehicle, when can you come  
down? I’d be happy to get you a price on both. 
Buyer: I would consider it, but I still need your best price on the new one first. 
Sales Person: No problem I’d be happy to get you that best price. When can you  
come by to look and drive? I’ll get you that best price. 
I just sent you an e-mail from my phone. Did you receive it? 
 
NOTE: Texting and e-mailing while in the call – with your contact data and photo. 
 
Buyer: Yes, I’m getting it right now. 
Sales Person: Assuming I can get the numbers right, when can you come down this  
way? 
Buyer: Just give me the best price and I’ll figure out when I can come see you. 
Sales Person: Is this afternoon or tonight even a possibility?  
Buyer: No, it’s not possible. Just get me your best price. 
Sales Person: The reason I’m asking Mr. Long Distance is that we’re starting a  
monster sale in two days. I’d like to offer you the pre-sale VIP access  
where you can take advantage of the inventory selection and  
guarantee yourself the best price BEFORE the sale starts. Could you  
come in and take advantage of that? 
Buyer: Maybe, but I don’t want to drive sixty miles without seeing what you  
can do for me. 
Sales Person: No problem. I’m going to start sending you information right now.  
Once you get the information package, if you have any questions just  
give m a call back. You have my direct number, my cell number and  
my e-mail. 
Mr. Distance, I’m so confident I can work the price out. Would you be  
willing to see me, if I’m willing to drive to you? 
Buyer: Maybe, but I don’t want to drive sixty miles without seeing what you  
can do for me.  
OR 
Just send me the pricing. Don’t drive all the way out here. 
Sales Person: Mr. Distance, let’s face it. The only way anyone is going to earn your  
business, is if they give you exactly what you want. Give you the best  
price and they’re going to have to make it worth your while to either  
dive six or sixty miles. 
How about this? If we can’t make it worth your trip to come down here,  
I’m going to pay for your cost to drive down here. Now, when can you  
be here: this afternoon or tonight? I’m confident we can make it worth  
your while 
Buyer: What does that mean? 
Sales Person: Come on down and if we’re unable to work out the numbers on your  
car: the payments, the down payments. I’ll pay for the cost of your trip,  
both ways. 
What time can you be down here to take advantage of the big VIP  
monster sale: this afternoon or tonight? 
 
 
 

Incoming Sales Call-Price:Distance (Continued) 
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Sales Person: Thank you for calling. My name is Grant 
Buyer: Hi, I’m shopping for the best price. I already have a price and I want to  
know if you can beat the price I already have. 
 
NOTE: (do not ask for price here) 
  
Sales Person: Great, thanks for the opportunity. I’m confident I can beat anyone’s price. Rather 
than you quoting me the price that they gave you, tell me what you want. Allow me to present what 
we can do. If I’m not a better price, then you tell me.  Can I also get you information on down pay-
ments, monthly payments and figures on your vehicle? 
 
NOTE: Move immediately into qualifying (color, 2-door, 4-door, long bed, 4-wheel). 
 
Buyer: That’d be great! Can you do all that over the phone? 
Sales Person: Not a problem. What are you driving now? Tell me about the vehicle:  
the year, the miles, and the condition. 
Buyer: Oh, it’s in perfect condition. It’s got this many miles. 
Sales Person: We really need a vehicle like that. You don’t have to purchase today,  
do you? 
Buyer: No, I just wanted to see if you could be even competitive before I come  
down there. 
Sales Person: Excellent, let me make sure I have what you want. Let me get you our  
best price, figures on your vehicle, down payments and monthly payments.  
What’s your cell number? 
Buyer: Why do you need that? 
Sales Person: Because I want to text you the information so you can see what we  
will do for you. 
Buyer: Why do you need that? 
Sales Person: Now, is your phone set up to receive information? 
Buyer: Yes. 
Sales Person: What’s your text number? How do you spell your last name? (Then  
first name.)     What’s your e-mail in case this file is too big? 
Buyer: What are you sending me? 
Sales Person: I’m sending you all the information you want. Comparison prices, book  
values… 
Buyer: Okay, send it to my e-mail address. 
Sales Person: I’m going to text you and e-mail the information so you can see it. 
Hold on one second please. (5 count.)  Is there any chance you would consider something pre-owned 
(low miles) if it saved you 2, 3, 4, 5 thousand dollars? (or 4, 5, 6 thousand  
dollars for luxury?) 
Buyer: What do you have? I might do that. 
Sales Person: Good, I have a number of vehicles that would save you thousands of dollars 
over a new one, before we even look at yours. When can you come by: this afternoon or tonight to 
drive and look? I’d be happy to get you our best price on both vehicles. 
Buyer: I might but I still need your best price on the new one first. 
Sales Person: No problem. I’d be more than happy to get you our best price. Let me  
ask you, when can you come by to look and drive the car once I send you the best price? 
Sir, I just sent you an e-mail. Did you receive it? 
 
 

Incoming Sales Call-Price:Match/Beat  
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Outbound Service Call –Service Lead 
Before you call the customer , first review their service history including last visit 

date, mileage, and service recommendations.  Check for missing customer infor-

mation and run through recall check.   

Verify   “May I speak with (Customer Name) 

Green Light  “Did I catch you at a good time?” 

Intro   “This is (name) with (Dealership) 

Reason  “I am calling in regards to your appointment request online.” 

Transp.  “So I can find the best appointment time for you, will you be using our 

   shuttle or do you have transportation already arranged? 

Appt   “Let me check on our next available appointment.  What works best for 

   you? 

   Offer 2 choices—Morning or Afternoon? Early in the week or Midweek 

Confirm  “Where should I send your email confirmation, to your personal or  

   work Email?” -OR if no email “Do you have a pen handy?  Can you  

   write this down please?  If you need to change your appointment, I can 

   coordinate that for You.  Again my name is (name) and my number is  

   (number).  I have now Scheduled your appointment for (Day and time) 

Upsell  “Before I let you go, are your floor mats cracked or worn?”  “We have  

   floor Mats starting at (Price) 

-OR-   “Let me ask you, with winter season upon us, are your wipers properly  

   Clearing of your windshield?”  “We can replace those for you while  

   your Vehicle is here and install is free.    

-OR-   “Let me check one last thing…” (If it is in range) “I thought so, your  

   vehicle is on the list of vehicles we are seeking to purchase.  Can I have 

   our Sales Mgr. Look at your vehicle while you are here and make you an 

   offer on it? 
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Outbound Service Call-Defector and RM (Continued) 

Appointment Let me check our next available appointment.  What works best 

   for you (offer two choices) 

 

CONFIRM  “Where should I send the email confirmation, to your personal 

   or work email?”  OR “Do you have a pen handy?  Can you write  

   this down please?  If you need to change your appointment I can 

   coordinate that for you.  Again my name is (name), my number is  

   (number).  Your appointment is (Date and time) and when you  

   arrive just ask for (Advisor) and he/she will be ready to assist you” 

   OR If the customer is driving, and can not write the appointment  

   down respond “Let me do this for you, I am going to call you right  

   back and leave you a message.  Don’t answer the phone and it will  

   be there for you when you can write it down.” 

 

Up-Sell  “Before I let you go, can I ask…” 

Conclusion “Thank-you again (customer name) for servicing with (dealership) 
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Buyer: Yes, I did. 
 
NOTE: Check your information.  
  
Sales Person: Assuming I can get your numbers right, when are you coming this  
way? 
Buyer: Just give me the price and then I’ll let you know when I can come see you. 
Sales Person: No problem. Is this afternoon or tonight even a possibility?  
Buyer: Just give me the best price. 
Sales Person: The reason I ask is we are starting the biggest sale we’ve ever had in  
two days. I’d like to offer you a pre-sale VIP access where you can take advantage of the inventory 
selection and we can guarantee you the best price before the sale even start. Could you come in and 
take advantage of that? 
Buyer: Maybe, but you have to beat the price of the other guy. 
Sales Person: No problem. I’m going to start sending you information right now.  
Once you get the information, if you have any questions, give me a call. You will have my direct num-
ber. I’m so confident we can work out the price. Would you make time to  
see me, if I’m willing to come to you? 
Buyer: Sure, come on out if you want to. (OR) Just send me the pricing. 
Sales Person: Mr. Buyer, let’s face it. The only way we are going to earn your business is to get you 
exactly what you want: give you the best price, beat the price of the competition and deliver you the 
best service.  How about this? If I can’t beat their price, I’ll cover the cost of you coming to me both 
ways. Or, I’ll come to you and it costs you nothing.  
Now, what works for you: this afternoon or tonight? 
Buyer: What does that mean you’ll pay for my trip down there? 
Sales Person: Come on down. If we’re unable to work out the numbers, I’ll pay for  
the cost for you to drive down here OR (better) I’ll come to you.  
Buyer: Come on down. 
OR 
I’ll be to you about 5 o’clock. 
Sales Person: In addition, I’ll be sending you information including my contact data.  
Any questions, please call me back. By the way, is there any reason you won’t be able to be here by 
5 o’clock? 
Buyer: No, I’ll be there. 
Sales Person: Good, if you do get tied up, give me a call.  
What will you be driving up in? 
Buyer: I’m going to be in a red truck. 
 
NOTE:  
1. Always work for the appointment. 
2. Don’t let distance or another price become the issue. 
3. Make a difference in your offer. 
4. Ask for the appointment regardless of how far away. 
5. Offer to go to them, show willingness. 
6. Don’t get hung up on price. 
 
 
 

Incoming Sales Call-Price:Match/Beat (Continued) 
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Sales Person: Thanks for calling. My name is Grant. 
Buyer: Hey. I want your best price. You one shot at me and that ’s it. When I hang up, I’m shop-
ping other stores. Best price gets my business. 
Sales Person: Great, thank you for the opportunity. I’ll be happy to get one shot at  
earning your business with the lowest price.  Tell me exactly how you want it equipped, color 
(anything they have not covered).  Can I also get you information on down payments, monthly pay-
ments? 
 
NOTE: Move immediately into qualifying. 
  
Buyer: No, all I want is your best price. 
Sales Person: Excellent. So, let me be sure I understand. You want (summarize). Is  
there anything I’ve missed? 
Buyer: Nope, that’s everything. What’s your best price? 
Sales Person: You don’t have to purchase today, do you? 
Buyer: No, I’m not buying today. I just want your best price. Can you get that for me or not? 
Sales Person: Let me be sure of what you want. I guarantee I’ll get you the lowest  
price. What’s your cell number? 
Buyer: All I want is a price. Can’t you get me the price while I’m on the phone? 
Sales Person: I want to text you exactly what you’re asking for and what our price is. 
Buyer: Just tell me what your best price is. You don’t need my cell number. 
Sales Person: We have a company policy to provide all price quotes in writing so that  
there is no misunderstanding. Other will give you a price verbally and then not honor it because they’ll 
say you misunderstood. I want to be sure I have what you want then put it in writing.  Remember, I 
get one shot at earning your business. We outsell everyone that you could possibly call. We buy low-
er and sell lower than everybody in the marketplace. If you want the lowest price, I assure you that I 
am the right person to do business with.  What’s your text number so I can send you exactly what 
we’re willing to sell our product for? You can take that number and then shop wherever you choose. 
Buyer: Okay, I’m going to give you my cell number and my e-mail. 
Sales Person: How do you spell your last name? 
Buyer: G-R-I-N-D-E-R. (“the Toughest”) 
Sales Person: Great, hold please. (5 count) I’m texting and e-mailing you the information so you 
can see it. Is there any chance you would consider something pre-owned (low miles) if it saved you 2, 
3, 4, 5 thousand dollars? 
Buyer: Might. Just send me the price on the other vehicle. 
Sales Person: When can you come by to look and drive? I’m happy to get you our  
best pricing on both. 
Buyer: Good try, but you’ll never get a second chance at me. Just send me the information and if it 
works, I’ll call you back. 
Sales Person: Assuming I can get the numbers right, when are you coming this way? 
Buyer: Get me the best price and then I’ll figure out when to come over there. 
Sales Person: I’m confident I will have the best price. Is this afternoon or tonight even  
a possibility? 
Buyer: Possible, just get me the best price. 
Sales Person: The reason I ask is we are having a major push for the next two days.  
If I am able to tell my supervisor that you are ready to go, it’s going to make a great deal of difference. 
Is there any chance I can tell him you can make it this afternoon or tonight? 
 

Incoming Sales Call-Price Grinder 
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Outbound Service Call –Defector and Recom. Maint. 
Before you call the customer , first review their service history including last visit 

date, mileage, and service recommendations.  Check for missing customer infor-

mation and run through recall check.   

 

VERIFY  “May I speak with (Customer Name) 

GREEN  LIGHT “Did I catch you at a good time?” 

INTRO  “This is (name) with (Dealership) 

REASON  “I am calling in regards to your (year) (model)” 

   —> If customer has worked with a specific Advisor in the past 

   “(Advisor) asked me to give you a call.  The last time that you  

   were in for basic service was (date) and based upon the time 

   (or miles) you are most likely due for your next maintenance  

   service.  Can I ask how many miles you have on your vehicle at 

   the present time?” 

   IF DUE: “I can save you some time right now and schedule that  

   for you.”  —>then schedule the appointment 

   IF NOT DUE: “No problem, it sounds like you will be due in  

   (Month)  I can schedule that for you now, and we will contact you  

   two weeks prior to make sure the day and time still fits into your  

   schedule.  Do you prefer the early, middle or end of the week? 

   —> Set the appointment. 
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Outbound Service Call-Recall 
Verify   “May I speak with (Customer Name) 

Grenn Light  “Did I catch you at a good time?” 

Intro   “This is (name) with (Dealership) 

Reason  “I am calling in regards to your (year) (model), as GM has  

   informed me that  there is a product enhancement for your vehicle.  

Transp.  “So I can find the best appointment time for you, will you be using our 

   shuttle or do you have transportation already arranged? 

Appt   “Let me check on our next available appointment.  What works best for 

   you? 

   Offer 2 choices—Morning or Afternoon? Early in the week or Midweek 

Confirm  “Where should I send your email confirmation, to your personal or  

   work Email?” -OR if no email “Do you have a pen handy?  Can you  

   write this down please?  If you need to change your appointment, I can 

   coordinate that for You.  Again my name is (name) and my number is  

   (number).  I have now Scheduled your appointment for (Day and time) 

Upsell  “Before I let you go, are your floor mats cracked or worn?”  “We have  

   floor Mats starting at (Price) 

-OR-   “Let me ask you, with winter season upon us, are your wipers properly  

   Clearing of your windshield?”  “We can replace those for you while  

   your Vehicle is here and install is free.    

-OR-   “Let me check one last thing…” (If it is in range) “I thought so, your  

   vehicle is on the list of vehicles we are seeking to purchase.  Can I have 

   our Sales Mgr. Look at your vehicle while you are here and make you an 

   offer on it? 

Conclude  “Thanks again and we look forward to seeing you on (Day) 
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Buyer: I’m twenty minutes from you OR I can come there right now OR probably not. Just give me 
the price. 
Sales Person: I’ve already started sending you information. Check your e-mails and  
texts. Have you gotten it yet? 
Buyer: Yes, I’m getting it now. 
 
NOTE: Confirm the information of buyer. 
  
Sales Person: Mr. Grinder, I’m so confident that we can work out the price. Would  
you be willing to making five minutes if I come to you? 
Buyer: Don’t’ bother. Just send me the information. 
Sales Person: Mr. Grinder, let’s face it. The only way we are going to earn your business is to give 
you exactly what you want: the best price and the best service on the exact product you want. Do you 
agree with that? 
Buyer: Yes, I’ll agree with that but I don’t care about service. I just want the best price. 
Sales Person: I’m so confident I can get you the best price. Give me four minutes to  
prove to you that I can earn your business. 
Buyer: What do you mean by that? 
Sales Person: Come on down or I’ll come to you right now. I’ll show you what I have  
and what I can sell it for. 
Buyer: No, no, no. 
Sales Person: I’m sending the information now. You’ll have multiple packets in less than ten minutes. 
My contact information will be in the package. Thank you for the opportunity.  
 
NOTES:  
1. Callers like this are buyers! 
2. Regardless of how certain he sounds about what he wants, he can still be on the  
wrong product. 
3. Don’t get frustrated. 
4. E-mail him the information. Take your best shot and that doesn’t mean it as to be  
the lowest price. 
5. Look him up on-line. Find out who he is and where he is. 

6. Still go to him if you can. You don’t need permission, you need insistence.  

Incoming Sales Call-Price Grinder (Continued) 
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Sales Person: Thank you for calling. My name is Grant. 
Buyer: Hey, my name is Jen. I’m calling for my boss. I need a price on “X.” 
Sales Person: Great, thank you for the opportunity. I’d be happy to help you get HIM  
what he needs. 
 
NOTE: Move immediately into qualifying (color, down payments, and monthly  
payments).  
  
Buyer: Hmm – I don’t know. 
Sales Person: How about I get all that information together for you anyway and then  
he can decide how much is too much or too little? 
Buyer: That’s great. That’s what I need. 
Sales Person: Excellent. Great – (summarize) is there anything I’ve missed? 
Buyer: Nope, that would be it. 
Sales Person: Does he have to purchase today? 
Buyer: No, he just wants to know what the best price is and then he’ll decide.  
Sales Person: Let me assure you that I have what you want. I have the inventory,  
exactly the way you want it equipped and the best price.  What is your cell number? 
Buyer: Why do you need that? 
Sales Person: I want to text you the information so you’ll have it to give him. Does  
your phone receive texts or is e-mail better? 
Buyer: Can’t you just give me the price over the phone? 
Sales Person: We have a company policy to provide all price quotes in writing so that there is 
no misunderstanding. Others will give you a price verbally and when your boss goes into buy, they 
may not honor it. I want to be sure I have what he wants, and then put it in writing of our lowest price 
so you can share it with him. 
  
NOTE: Make a Big Claim  
  
We outsell everyone that you could possibly buy from; we outsell everyone that you can call. We buy 
lower and sell lower than the entire marketplace. If you want the lowest price, I assure you this is the 
way to do it.  
Buyer: Okay, here my cell number and here’s my e-mail. 
Sales Person: How do you spell your last name? 
Buyer: A-S-S-I-S-T-A-N-T…J-E-N. 
Sales Person: Great, hold please. (5 count) I’m texting and emailing you the information.  
Is there any chance you would consider something pre-owned (low miles, written warranty) if it saved 
you 2, 3, 4, 5, 6, 7 thousand dollars? 
Buyer: Oh, he might. Why don’t you send me that information as well? 
Sales Person: How about I send you that as well… Is there any chance you will be near here this 
afternoon or before the end of the day so I can deliver the information to you in person? 
Buyer: I don’t think so. I’m busy the rest of the day. Just send the information. 
Sales Person: Jen, I am confident we will have the best price. Where are you located? 
Buyer: Why? 
Sales Person: I’d like to deliver the information myself so I can meet you... you can  
know who you are dealing with. I can show you what I have and deliver the information to you in per-
son.  The reason I’d like to do this is we’re having a major sale for the next two days. I’m going to be 
out and about anyway. Who know, maybe I can get a chance to meet your boss 
 

Incoming Sales Call-Price:Helper  
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Inbound Service Call (Continued) 
   “I wanted to check to see if there are any product enhancements for your  

    Vehicle.  As I expected there are none at this time, but I wanted to be sure 

-Or-  “I see that there is a product enhancement for your vehicle.  I can schedule  

  that for you as well.  

Transp. “So I can find the best appointment time for you, will you be using our shuttle 

     or do you have transportation already arranged? 

Appt  “Let me check on our next available appointment.  What works best for you? 

    Offer two choices—Morning or Afternoon? 

       -Early in the week or Midweek 

Confirm “Where should I send your email confirmation, to your personal or work  

  Email?” -OR if no email “Do you have a pen handy?  Can you write this down 

  Please?  If you need to change your appointment, I can coordinate that for  

  You.  Again my name is (name) and my number is (number).  I have now  

  Scheduled your appointment for (Day and time) 

Upsell  “Before I let you go, are your floor mats cracked or worn?”  “We have floor  

  Mats starting at (Price) 

-OR-  “Let me ask you, with winter season upon us, are your wipers properly  

  Clearing of your windshield?”  “We can replace those for you while your  

  Vehicle is here and install is free.    

-OR-  “Let me check one last thing…” (If it is in range) “I thought so, your vehicle is  

  On the list of vehicles we are seeking to purchase.  Can I have our Sales Mgr. 

  Look at your vehicle while you are here and make you an offer on it? 

Conclude “Thanks again and we look forward to seeing you on (Day) 
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Inbound Service Call 

Greeting “Thank you for Calling (Dealership).  This is (BDC Rep), how can I assist you? 

Number “May I have the number associated with your vehicle? 

Name  “Is this (Customer Name)” 

Record “Hello (Customer Name) are you calling regarding your (Vehicle) 

  “And are you still at (Street Address) 

  “We have (Phone number) as a second Number is that still correct? 

  “I see we only have (one/two) numbers on file.  A (second/third) number 

    Helps your advisor keep you informed.  What is the next best number, your  

    Work or your cell?” 

  “I also have your email address listed as (email address) is that still correct? 

—OR— “I noticed that we don’t have an email address on file.  It’s an easy way for  

    (Manufacturer) to keep you informed about your vehicle.  Which would you 

    Prefer to provide, your personal or work email? 

Concern “You mentioned that…”    -OR–   “How can we assist today?” 

  “And approximately how many miles do you have on your vehicle?” 

History “Our records indicate you were last in on (Date) and you had (amount) miles 

  on your vehicle.  

Maint. “(Cust Name) It looks like you are due for your (Service). 

Up Sell “Based on your (Miles or time since visit) I would recommend (Service) 

  -or- “It looks like you are up to date on (service)” 

Recalls Real quick, let me check one thing for you with (Manufacturer).  This will only 

  Take a minute. 
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Buyer: No, that’s not necessary. Just send it to me. 
Sales Person:   I have already started sending you the information.  If you will check your text/
emails. 
Buyer: Yes, I am receiving it right now. 
Sales Person: Jen, I’m so confident that I can work out the price for your boss. Could you please 
give me the opportunity to personally meet your boss?  I promise you it will make a difference to him 
and it’ll certainly make a difference to me.  
Buyer: I don’t know. 
Sales Person: Jen, let’s face it. The only way we are going to earn your business to  
give him exactly what he wants, the best price and the best service. Do you agree with that? 
 
NOTE: This is for REASSURANCE.   
 
Buyer: Oh yeah. He demands good service. He always gets the best price. 
Sales Person: How about this then: I am confident I can get you the best price. Can  
you PLEASE get me five minutes face to face with him to introduce myself? 
Buyer: Maybe. But I still need that pricing information. 
Sales Person: I’m already sending you information. Come on down (OR) I can come  
to you right now and show you exactly what I have and what I can do. 
Buyer: Let me check with him. 
Sales Person: Either way I’m sending the information. Whether he say ‘yes’ or ‘no’ I’m still sending 
you the information. My contact information will be in the package. Let your boss know I’ll be showing 
up with other alternative if he’s open to it. If you have any questions, you have my direct number. 
Please give me five minutes. 
 
NOTES:  
1. The assistant is the gateway to the buyer.  
2. Don’t get frustrated.  
3. Sell the assistant on you being confident and professional.  
4. You want the assistant selling you when she hangs up the phone. 
5. The assistant has to win here. Always give more information than is requested.  
6. I’ve never taken a call from an assistant who had all the information.  
7. Find out who the boss is. Ask them what they do!  
8. Be willing to go there.  
9. You don’t need permission. You need to be insistent. You need to be professional. You 
need to sell. 

Incoming Sales Call-Price:Helper (Continued) 
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Sales Person: Thanks for calling. My name is Grant. 
Buyer: I’m calling for a price on and want it equipped like . 
Sales Person: Can I also get you information on down payments, monthly payments  
and your vehicle? 
Buyer: That would be great. 
Sales Person: Excellent. What are you driving now? 
Buyer: I’m driving an ‘X’. 
Sales Person: What’s your cell number? 
Buyer: Why do you need that? 
Sales Person: So I can text you all the information you are requesting. 
Buyer: Call me back at work. 
Sales Person: Excellent. How do you spell your last name? 
Buyer: Mr. S-P-E-C-I-F-I-C. 
Sales Person: How do you spell your first name? 
Buyer: My first name is Joe. 
Sales Person: Joe, the number there at work is? 
I’m also going to e-mail you the information. What’s your best e-mail  
address? 
Buyer: JoeSpecific@emailaddress.com 
ACTION: Send email while in the call with your contact data and photo. 
Sales Person: Have you received the information I sent you yet? 
Buyer: Yea, I got it. 
 
No, I didn’t. 
Sales Person: Hold please. (5 count) 
Joe, would you consider something with low miles, a warranty and  
save yourself 2, 3, 4 thousand dollars? 
Buyer: I already have a pre-owned. 
Sales Person: Would you consider going new or newer if the payments were the  
same? 
Buyer: Maybe? 
Sales Person: When can you and I get together to look at the options and I can look  
at your vehicle: this afternoon or tonight? 
Buyer: Let me get the pricing first and then I will figure out when I can come  
see you. 
Sales Person: Excellent. Is this afternoon or tonight a possibility once you get the  
pricing? 
Buyer: Possibly. 
Sales Person: Good, once you get the information package, if you have any  
questions, just give me a call back.  
Joe, are you going to be at work the rest of the day? 
Sir, are you going to be at this number the rest of the day? 
Buyer: Yeah, why do you ask that? 
Sales Person: Because I’m going to be out of my office the next thirty minutes  
showing another client a vehicle. Where are your offices? I’d like to  
drop by and introduce myself. I’m going to be right around the corner  
from there. If I have time, I may drop the information off to you myself.  
Either way, I am going to e-mail you all the information. Take a look at  
it and I’ll get back with you BEFORE THE DAY IS OVER. 

Incoming Sales Call-Specific Vehicle 

—OR— 
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Scripting 
Service 
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Service Database Correction 

Monthly, an updated list will be generated with known address corrections.   

It will be the BDC’s responsibility to make these corrections in the DMS.   

A line entry will need to be made to verify this new address with the customer 

on the next communication with the customer.   

The line entry will include the source and the address listed in the report.  
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Hi, May I speak to (first and last name) please? 

 

Hi Mr./Mrs./Ms. Last name) this is ______________ with ___(Dealership)____ and (lead provider).  Is this a good 

time to talk? 

 

Yes      No 

I am calling to review your Internet  Oh well I am sorry, when would be a better time to talk 

Purchase Request.  I see that you   -set time, get more contact info (email, work #cell) 

Had inquired about a (model) is that   -Log the call and follow up info 

Correct?     ____________________________________________ 

 

Yes      No 

Excellent I also see that you were looking (inquired about another vehicle)-No problem are you 

A (color) vehicle is that also correct?  Looking for a (color) one?    

That is a great color!  What would your        -------------------------------------------- 

Second color choice be?    

I also see that you were looking for (Option) and (option) is that also correct? 

 

Yes      No 

      What options would be important to you? 

 Ok, let me check here… 

Great news!  Both of those vehicles are  definitely available! 

 

Let me ask you a question..   Have you ever purchased a vehicle on-line before? 

 

Yes      No 

What Dealership did you buy it from?  What are you looking to accomplish by going to 

What did you like about that experience? (lead provider) ? 

(Great we do that as well!)   Add value-reinforce with Value package 

What did you not like about that experience Besides (1st concern) what else is important to you 

(We would never)    (transition-second value statement) 

 

Just so I understand you correctly, the two most important things I heard you say were ___ and ___ is that correct?  

Let me assure you those are some of the most basic things we do here!    

With that being said, this is what you can expect as a valued customer of (Delaership).  We have created an amaz-

ing online value package to show our appreciation to our Internet Customers.  So not only will you be able to make 

a purchase knowing that you are buying from a reputable Dealership that has been in business over 30 years.   We 

also have some buyer rewards as well. 

 

Outbound Internet Sales Call-New 
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<VALUE PACKAGE> 

As a thank-you for your purchase you will also receive free car washes on every service visit (if applicable) 

ALSO! 

 

Of course we will make sure you have two sets of keys and a full tank of gas! 

 

As an added bonus we will take care of your first oil change at no cost to you.  And if you need to have work done 

that would take longer, we also offer a free loaner vehicle for your convenience.   

    

You also will receive a superior level of service that continues well after your purchase.  We will make sure that you 

fully understand your vehicle before you take it home, and we will be here should you ever have any questions or 

concerns. 

 

How does that sound? 

What is the best time for you to come in, this afternoon (This  evening/tomorrow morning) or this evening 

(tomorrow morning/tomorrow afternoon)? 

What time would work best for you, we have an opening at (__:15 or   ___:45) 

 

When you arrive, just come right into the showroom and ask for _______________.  I will be expecting you.   

 

If for any reason something were to come up and I would need to reschedule with you I will be certain to give you a 

call ok?  Is the number that I called you on the best number to reach you?  Great and let me make sure you have 

our number in case you are running late.  That number is __________. 

 

Thanks (First name), we look forward to seeing you (day) at (time).     

 

 

 

Outbound Internet Sales Call-New (Continued) 
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Open Recalls and Campaigns will display in Red section “Alerts and Action Items” 

Return to Reynolds and add the Recall as an added action item as a Complaint.   
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Copy the VIN number to  

ensure accuracy 

 

 

 

Use Recall check in Global Connect, Paste the VIN and enter appropriate miles. 

Click “GO” 
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Hi, May I speak to (first and last name) please? 

 

Hi Mr./Mrs./Ms. Last name) this is ______________ with (Dealership) and (lead provider).  Is this a good time to 

talk? 

 

Yes      No 

I am calling to review your Internet  Oh well I am sorry, when would be a better time to talk 

Purchase Request.  I see that you   -set time, get more contact info (email, work #cell) 

Had inquired about a (year) (model) is that  -Log the call and follow up info 

Correct?     ____________________________________________ 

 

Yes      No 

Excellent And are you looking for just  Ok, and are you looking for just a (model) or a vehicle   

A (model) or a vehicle similar to that?  Similar to that?    

   _____________________________ 

Just that one     One like it (price/model) 

Vehicle is available   Excellent, well we have a lot of great options for you 

That vehicle is definitely available! ↓ We have literally hundreds of vehicles to choose from 

      In addition to this one.  I am sure that we will have no 

Vehicle is not available   problem finding the right one for you! 

Unfortunately that one did just recently sell            ↓ 

However we do have many other locations, 

and that makes finding one just like it very 

easy to do. 

 

Let me ask you a question..   Have you ever purchased a vehicle on-line before? 

 

Yes      No 

What Dealership did you buy it from?  What are you looking to accomplish by going to 

What did you like about that experience? (lead provider) ? 

(Great we do that as well!)   Add value-reinforce with Value package 

What did you not like about that experience Besides (1st concern) what else is important to you 

(We would never)    (transition-second value statement) 

 

Just so I understand you correctly, the two most important things I heard you say were ___ and ___ is that correct?  

Let me assure you those are some of the most basic things we do here!    

With that being said, this is what you can expect as a valued customer of __(Dealership)__.  We have created an 

amazing online value package to show our appreciation to our Internet Customers.  So not only will you be able to 

make a purchase knowing that you are buying from a reputable Dealership that has been in business over 30 years.   

We also have some buyer rewards as well. 

Outbound Internet Sales Call-Used 
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<VALUE PACKAGE> 

As a thank-you for your purchase you will also receive free car washes on every service visit (if applicable) 

ALSO! 

 

Of course we will make sure you have two sets of keys and a full tank of gas! 

 

As an added bonus we will take care of your first oil change at no cost to you.  And if you need to have work done 

that would take longer, we also offer a free loaner vehicle for your convenience.   

    

You also will receive a superior level of service that continues well after your purchase.  We will make sure that you 

fully understand your vehicle before you take it home, and we will be here should you ever have any questions or 

concerns. 

 

How does that sound? 

What is the best time for you to come in, this afternoon (This  evening/tomorrow morning) or this evening 

(tomorrow morning/tomorrow afternoon)? 

What time would work best for you, we have an opening at (__:15 or   ___:45) 

 

When you arrive, just come right into the showroom and ask for _______________.  I will be expecting you.   

 

If for any reason something were to come up and I would need to reschedule with you I will be certain to give you a 

call ok?  Is the number that I called you on the best number to reach you?  Great and let me make sure you have 

our number in case you are running late.  That number is __________. 

 

Thanks (First name), we look forward to seeing you (day) at (time).     

 

 

 

Outbound Internet Sales Call-Used (Continued) 
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Log into Reynolds and go to 

screen 3010 

 

 

Type in Customer’s name to view 

the scheduled appointment 

 

Select appropriate line number view detailed information. 
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Recall Check 
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Hi, May I speak to (first and last name) please? 

 

Hi Mr./Mrs./Ms. Last name) this is ______________ with ___(Dealership)____ and (lead provider).  Is this a good 

time to talk? 

 

Yes      No 

Great!  Our Finance Director asked me  Oh well I am sorry, when would be a better time to talk 

To reach out to you as he/she had  just   -set time, get more contact info (email, work #cell) 

A couple of quick questions for you.  -Log the call and follow up info 

      ____________________________________________ 

 
First he/she was wanting to know what type of vehicle that you are looking for? 
 
What is the best time for you to come in, this afternoon (This  evening/tomorrow morning) or this evening 

(tomorrow morning/tomorrow afternoon)? 

What time would work best for you, we have an opening at (__:15 or   ___:45) 

 

When you arrive, just come right into the showroom and ask for _______________.  I will be expecting you.   

 

If for any reason something were to come up and I would need to reschedule with you I will be certain to give you a 

call ok?  Is the number that I called you on the best number to reach you?  Great and let me make sure you have 

our number in case you are running late.  That number is __________. 

 

Thanks (First name), we look forward to seeing you (day) at (time).     

Outbound Finance Lead Call 
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Hi, May I speak to (first and last name) please? 

 

Hi Mr./Mrs./Ms. Last name) this is ______________ with ___(Dealership)____ and (lead provider).  Is this a good 

time to talk? 

 

Yes      No 

Great!  Our General Manager asked me  Oh well I am sorry, when would be a better time to talk 

To reach out to you as he/she had  just   -set time, get more contact info (email, work #cell) 

A couple of quick questions for you.  -Log the call and follow up info 

      ____________________________________________ 

 
First he/she wanted to ask if your visit yesterday was successful in that you received the information that you 
were looking to obtain.   
 
Yes      No 

Excellent, and did you get a chance to meet I am sorry to hear that, can you tell me about your visit please. 

the Manager during your visit??   

      Then:  Did you get a chance to meet the Manager during your visit? 

Yes      No 

Great!         

On a scale of 1-10 how close to making the purchase decision would you day that you are? 

 

Less than 8     8 or more 

What additional information can we   Great, it sounds like you have done your research, can we set up a  

provide to assist you with your decision? time for the General Manager to meet with you personally to  work  

      out the final details? 

 

 

Document notes, and offer solution.   

 

Thanks for taking time with me on the phone, and know that  if there is anything that I can do, you can feel free to 

reach out to me personally as well.  Again my name is (name) and my number is  (number) .  Thanks again! 

 

 

Outbound Unsold Call 
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By typing any customer information (name, number, vin, etc) in either the appointment or reception screen will pull up the  

appointment. 

 

*Note that all inputs in the ERA system MUST be in all capital letter* 

Once pressed, a confirmation notice will appear to let you know the appointment is saved in the system. 
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After all information is input, type "E" and press enter to save the appointment. 

Once pressed, a confirmation notice will appear to let you know the appointment is saved in the system. 
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Hi, May I speak to (first and last name) please? 

 

Hi Mr./Mrs./Ms. Last name) this is ______________ with ___(Dealership)____ and (lead provider).  Is this a good 

time to talk? 

 

Yes      No 

Great!  Our General Manager asked me  Oh well I am sorry, when would be a better time to talk 

To reach out to you as he/she had  just   -set time, get more contact info (email, work #cell) 

A couple of quick questions for you.  -Log the call and follow up info 

      ____________________________________________ 

 
First he/she wanted to thanks you for your business, and remind you that your first oil change is provided to you at 
no charge, when the time arrives.   
 
If FSA was  sent     If FSA was not sent 

I see that we scheduled your First Service  We have scheduled that for you on (Date) which is four months  

Appointment has been scheduled for (date) from the date you purchased.  I can adjust that if you know now  

and we will call you  a few days prior just to  that the date will no work for you.   (adjust or keep) 

remind you or the appointment.  Of course we will call you prior just to remind you of the  

      appointment.  

 

He also wanted me to ask if there were any items not handled, or questions that you have about your purchase. 

 

Yes      No 

(Notate and relay to  Manager after call!!) Ok, if you do think of anything do not hesitate to reach out to  

Ok, I will let (Manager or Salesperson) know (Salesperson) and if they are not available you can feel free to call  

so it can be addressed>     me as well! 

 

Before I let you go, I also wanted to let you know that you will be receiving a survey  from General Motors soon.  It 

is very important to  (Salesperson) and the store if you could take time to fill it out completely and return it.  Can I 

count on you to do that? 

   

 

Thanks for taking time with me on the phone, and know that  if there is anything that I can do, you can feel free to 

reach out to me personally as well.  Again my name is (name) and my number is  (number) .  Thanks again! 

 

 

Outbound Sold Call 
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Hi, May I speak to (first and last name) please? 

 

Hi Mr./Mrs./Ms. Last name) this is ______________ with ___(Dealership)____ and (lead provider).  Is this a good 

time to talk? 

 

Yes      No 

Great!  Our General Manager asked me  Oh well I am sorry, when would be a better time to talk 

To reach out to you as he/she had  just   -set time, get more contact info (email, work #cell) 

A couple of quick questions for you.  -Log the call and follow up info 

      ____________________________________________ 

 
I just wanted to see if you were able to make it in yesterday? 

 

Yes      No 

Great! (Go to followup Call)   I understand that things can come up, we do have a couple of 

      openings yet today, what time would work best for you 3:15 or  

________________________________  4:45? 

 

-Agree to appointment-Schedule and send confirmation  

 

-Not sure when they can make it in: With your schedule in mind, would later this week, or the beginning of net be 

 better for you?  (Work into a tentative appointment,  schedule and send confirmation) 

 

-Will not commit, or just needs to cancel-I understand, is there something that we are not considering that would  

 better prepare you for an appointment with (Salesperson)?   

 -Or-  Has something changed in your buying determination that we may not be aware of? 

 -Or-  Can you hold for just a moment, I have an idea!  (Get manager or Salesperson T.O.) 

 

I will send you some information here soon, can you verify with me the best email to send it to you at? 

 

Thanks for taking time with me on the phone, and know that  if there is anything that I can do, you can feel free to 

reach out to me personally as well.  Again my name is (name) and my number is  (number) .  Thanks again! 

 

 

Outbound No Show 
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After all service needs are input, add a Multi-Point Inspection at the end (MPI) by typing "00?" and pressing enter. 

Select the first MPI and press enter. 
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After all service needs are input, add a Multi-Point Inspection at the end (MPI) by typing "00?" and pressing enter. 

Press "C" to move forward in the menu, and "B" to go backwards in the menu. When the wanted service is found, type that 

number and press enter. 
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Hi, May I speak to (first and last name) please? 

 

Hi Mr./Mrs./Ms. Last name) this is ______________ with ___(Dealership)____ and (lead provider).  Is this a good 

time to talk? 

 

Yes      No 

Great!  General Motors asked me  Oh well I am sorry, when would be a better time to talk 

To reach out.  There is a program that   -set time, get more contact info (email, work #cell) 

was recently announced that involves you. -Log the call and follow up info 

Have you received the notice they sent to you? ____________________________________________ 

 

Yes      No 

Great! When would be the best time to   No problem, let me tell you about the details (explain offer) 

meet with you to go over the details, I have It is only offered to (number) of people in Northern Indiana.   

a couple of openings (give two options).    

________________________________  Have you considered upgrading your current vehicle? 

 

Yes      No 

Great, lets set a time for us to give you all  No problem, is there someone else in the family that you would be   

of the information you need to make an  willing to share the offer with?    (if yes, get contact info and ask for  

informed decision.  What would work best  best time to call)  Thank them and let them know we will keep  

for you  (give two time options)   them informed of future notices.  

Schedule appointment, send reminder. 

 

Thanks for taking time with me on the phone, and know that  if there is anything that I can do, you can feel free to 

reach out to me personally as well.  Again my name is (name) and my number is  (number) .  Thanks again! 

 

 

Marketing List/Campaign-Special Offer 
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Hi may I speak to the General Manager Please? 
 
Why? 
This is ______ From Gurley Leep of Mishawaka and General Motors asked me to contact you firm about an offer 
that they are extending to your company. 
 
We do not have a GM 
Can I speak to the fleet manager or person that procures your company vehicles then? 
 
He/She is out of the office 
When would be a good time to follow up with them? 
 
CONTACTED: 
 
Hi this is ________ From Gurley Leep of Mishawaka, is this a good time to talk? 
 
Yes     No 
 
Great!  I am calling to discuss  Oh well I am sorry, when would be a better time to talk? 
An offer that Manufacturer)  is extending 
to your company.  Their records  
indicate that your firm currently owns 
a (Manufacturer) 
vehicle because of your loyalty 
 they are offering an  
enhanced incentive. 
 
Are you currently looking to increase your fleet or replace a vehicle within it? 
 
Yes     No 
Great, what kind of vehicle would When do you think you will be ready to consider that as an option 
your business need?    
     Well if the need were to arise sooner, just keep in mind that there  
That is a great choice!  Is there any is an additional  $______ on the table to help you with that  
special equipment it would need? Purchase which is over and above all other incentives that are 
     being offered.   
Sir/Madam, let me do this.  I will Thanks for time today and I hope to hear from you soon! 
Have our Commercial Truck  
Specialist get in touch with you.   
Can I have them call you back yet 
this morning/afternoon?   
Great!  Thanks so much for your 
time!  Have a great day!  

Outbound Commercial Sales Call 
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Since this customer is look-

ing to perform general 

maintenance (Op Code 02), 

we will type in the base op-

eration code followed by a 

"?" to select a sub opera-

tion. 

Press "C" to move forward in the menu, and "B" to go backwards in the menu. When the wanted service is found, type that 

number and press enter. 
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Select vehicle or continue to  

the appointment Screen  

(Entry #6) 

 

Once the appropriate information in logged, add the customer concern in the job operation menu. Press the "?" to bring up 

base operation codes if needed. 
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Service Retention Process 
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DECLINED  

SERVICE  

PROCESS 

 

 

Process Manual 

60 

Enter Search parameters  

(e.g. Phone Number) 

 

Select appropriate line number based that coincides with the Client. 
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Log into Reynolds and go to 

screen 3001 

 

 

Use Selection 1 

 

Select appropriate line number based on the Search method you would like to use to find the customer’s file (Usually #7) 
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Sent 7 to 10 days after Repair Order is Closed 

Sent From Advisor with Advisor Picture and Signature 

Items pulled from Repair order comments not op codes 

 

 

 

 

 

•Used to promote the Gurley Leep MOC Roadside  

Rescue program 

•Can also include vehicle service history 

•Pictures of Dealership Management 

•Service Specials, Referral program, Tire promotion,  

accessories, etc. 

Declined Service Letter 

List is brought in for sorting.   

Advisor adds notations and gives to BDC 

 

 

Reverse Side of Letter 
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INACTIVE 

Follow Up 

PROCESS 
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Appointment Entry 
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When a new websitelead is generated, the Service BDC will use tem-

plate SW1 and adjust it to display the correct alert item, depending on 

the content of the lead.   

The BDC will then call the customer following the script provided for  

Service leads.   

Follow up will continue for 15 days and then follow the LTF workflow.  

 

Service Leads-Website 
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Reverse Side of Letter 

Postcards are sent to customers 

Based on Driving Habits not Time 

Also identifies Sold Customers 

Comes “From” Service Advisor 

 

List is brought in for sorting.   

Advisor adds notations and gives to BDC 

 

 



 

 

Process Manual 

52 

 

 

 

SOLD: 

First  

Service 
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When a new OnStar lead is generated, the Service BDC will use template 

ON1 and adjust it to display the correct alert item, depending on the  

content of the lead.   

The BDC will then call the customer following the script provided for  

OnStar leads.   

Follow up will continue for 15 days and then follow the LTF workflow.  

 

Service Leads-OnStar 
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Service Leads 
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Sent 100  days after Purchase 

Sent From Advisor with Advisor Picture and Signature 

Includes Car Wash offerings 

 

 

 

 

 

•Used to promote the Gurley Leep MOC Roadside  

Rescue program 

•Pictures of Dealership Management 

•Service Specials, Referral program, Tire promotion,  

accessories, etc. 

First Service Letter 

List is brought in for sorting.   

Advisor adds notations and gives to BDC 

 

 

Reverse Side of Letter 
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Recalls 
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Postcards are sent to customers 

in groups to prevent overloading of the  

Department Schedule 

 

List is brought in for sorting.   

Advisor adds notations and gives to BDC 

 

 


