‘ THE POWER OF A CALL
| ® MoniToriNG SoLuTION

Stan Sher — Dealer eTraining




WHO 1S STAN SHER?

1 10 years automotive industry experience

1 Held positions in Sales, Sales Management,
eCommerce and BDC Director

1 Dealer Association Speaker GNYADA/NJCar

1 Writer for numerous industry publications
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AGENDA

What 1s Call Monitoring

Why 1s Call Monitoring Important
What to Monitor

CRM Integration

What to Track
How to Monitor and Manage




WHAT IS CALL MONITORING?

ILKKE BEING AN
ASTRONAUT, BUTIT DOESN'T THAT ISPENT A FEW YEARS

BOTHERS ME THAT BOTHER YOU? AS A CALL CENTER

EVEN MY VITAL SIGNS REP, SO I'M USED TO
ARE BEING MONITORED \ NOT REALLY
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WHAT 18 CALL MONITORING?

Reports | missed Opportunity Report
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WaY CaLL MONITORING IS IMPORTANT

1 Training Purpose
1 Quality Assurance
1 Security

1 Success Tracking

* The Phone is the most misused opportunity in
the dealership!




Department Review-Sales

Phone Handling Percentage BeBs;;fstGhe
Total Calls 96416

On Hold Hang-Up f Terminated Call 6140 6% 2%
Reached Voice Mail - Left Message 6561 7% 5%
Reached Voice Mail - No Message 5211 6% 1%
Call Answered - Agent Not Available 84S8 S%6 5%
Total Intended Agent Not Reached / 29 09%
Incomplete Call S = =

Phone Skills

Percentage

Best of the

Best %

Agent Identified 65119 943%¢ 902%
Agent Not identified 4150 6% 10%
Customer Information Obtained 38021 51% 75%
Customer Informaticon Not Obtained 36121 49%; 25%
Agent Set Appointment 22386 23% 40%
Same Day Appocintment Set 12471 56% 50%

Follow-up Practices

Call Off-Lined for Return Call

Percentage

29%

Broken Promise - Cust. Calls Back

2%




Department Review-New/Lease

Phone Handling

Percentage

Best of the

Incomplete Call

Best %
Total Calls 4847
On Hold Hang-Up / Terminated Call 260 5% 2%
Reached Voice Mail - Left Message 31 1% 5%
Reached Voice Mail - No Message sS4 1% 1%
Call Answered - Agent Not Available 523 11% 5%
Total Intended Agent Not Reached / 368 18% 10%

Phone Skills

Percentage

Best of the

Best %

Agent identified 3926 99% 90%
Agent Not Identified - 1% 10%
Customer Information Obtained 2834 67% 75%
Customer Information Not Obtained 1375 33% 25%
Agent Set Appointment 2526 52% 40%
Same Day Appointment Set 951 38% 50%

Follow-up Practices

Percentage

Best of the
Best %

Call Off-Lined for Return Ca

15%

Broken Promise - Cust. Calls Back

22

0%




Who'sCalling
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WHAT TO MONITOR

All Digital Marketing
Traditional Marketing
Social Media

Website (sales/service)
Pay Per Clicks

Email Templates

Third Party Lead Sources
Inventory Listings

Reputation Sites
OEM Sites




Sales: 877-892-2891
TEDDY NISSAN Service: 877-882-0497
Parts: 888-552-80976
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HOME NEW VEHICLES PRE-OWNED COMMERCIAL FINANCING PARTS & SERVICE SPECIALS ABOUTUS QUICK QUOTE

3660 Boston Rd Bronx, NY 10469

~ chevrolet mapl

Q Search [ @ Safe & Do Not Track @ v| ', Weather E_j Facebock | 7 Speed

Used 2000 Chrysler 300M 10 miles from ZIP code 08052 Save this carE3
e 80,141 miles e Inferno Red Tinted Pearl Classic Cars Nissan [ Bk SHOW ME THE

CIARIFTAT]
Only one cwner! Are you READY for a Chrysler?! Are you m View the Free
interested in a simply cutstanding car? Then take a look st CARFAX Report >
this great-lcocking 2000 Chrysler 200M. The pin-you- 1-866-654-5890
to-your-seat performance of this fantastic 200M will mske it
a favorite among cur...View more details

Select o Compara)

e TomSaysYes.Com
e S25 Gift Card with Test Drive!

View Cur Inventoery

Auto, Air, Power Windows/Lodks & Mirrors, AM/FM Cassefte & Lois More!

CHEVROLET

12577 G.A.R. HIGHWAY - 1 MILE EAST OF CHARDON SQUARE

Y S BOO-dB Y -FFS




CRM INTEGRATION

1 Find a solution to track outbound and inbound
phone calls

1 Get a copy of outgoing phone list in CRM




How 10 MONITOR AND MANAGE

1 Create a daily routine

1 Review random calls (10 per day)
1 Train your team weekly (3x)

1 Training 30 minutes per session

1 Be prepared to TO phone calls live
1 Use TO as training opportunity

1 Create Accountability Report
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CONTACT STAN SHER

Web:
Facebook.com/dealeretraining
Twitter.com/stansher

Email:;

Call me: (732)925-8362



http://www.dealeretraining.com/
mailto:stan@dealeretraining.com

