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Continued from Page 2.... Turning Challenges

Now they are building better cars. In the past there was always plenty of warrantee work, so we were lax at
chasing customer pay and lucrative maintenance work, that’s changed. The factories are building better prod-
uct and sticking to letter of the law with warrantee coverage. We now have many, many brands in the market-
place and they all run and run well. As a result, brand and customer loyalty is not what it once was. So when
we do earn a customers business and we get them into our world, our web, we must keep them there forever
and sell them for all their worth!

Today, to retain our customers we must acknowledge and regard them often and sustain communication and
support across all mediums. We must have a lead management center where we log and record each and every
opportunity that crosses, either our real or virtual thresholds, each and every minute of each and every day,
24/365. Our lead management center must then have the skills necessary to execute on these opportunities to
turn them into sales. It must also maintain constant communication with our current, past and lost customers
(defectors), ever vigilant at detecting buying signals and future needs of these customers.

When these signals are detected; lead management must be flawless in their ability to execute on these oppor-
tunities and turn them into sales. You must task the lead management center to contact and regard every last
one of these logged opportunities that inquired about our dealership or brand. Staff must be competent in its
ability and procedures to lead these customers from a simple inquiry from ours’ or the manufacturers’ website,
to a telephone contact, setting and confirming an appointment to visit the store. If the customer does not con-
tract on the first visit; then they must be able to re-set and re-confirm as many visits as are needed to complete
the sale.

After the sale or the confirmation that the customer has chosen to BUY ELSEWHERE (defect), they must then
continue the process to maintain constant communication with our current, past and lost customers
(defectors), ever vigilant to detecting buying signals and future needs of these customers. And when detected,
again be flawless in their ability to execute on these opportunities and turn them into sales.

What a dealer must do to insure continued success and profitability in 2008 and the future?
Take advantage of professional help.....like the consultants and coach’s of Premier Performance Group, LLC.

With help from a competent third party consultancy, you can better structure and effectively implement proven
LM and CRM processes; and begin to make more money...sooner. You deserve to have a better 2008!

Premier Performance Group, LLC is a national training and consulting company working with dealers on Net Profit Im-
provement. We offer programs for all dealerships, regardless of size or franchise. Programs include: In-dealership con-
sulting, Profit Management Workshop (monthly), Used Vehicle Workshop, F&! Compliance, and Expert Witness Testi-
mony / Consulting working with auto dealers. Premier has experience as a Dealer Group and Bank-Approved Chief Re-
structuring Officer, (CRO), working side-by side with banks and Dealer Principals in the restructuring of out-of-trust deal-
erships or those that need temporary management status.

Contact us at 800.577.8015 or info@PremierPerformanceGroup.com.

Coming To You The Next Few Months:
« Maintaining Profitability In A Declining Market
» Right-sizing Your Dealership to Current Sales Volume

« Used Vehicle Department Profitability
Inventory Management, Days Supply

Scott Reas

« BDC/CRM Opportunities Executive VP
Premier Performance Group, LLC
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