
• Questions
– How Can I Make Potential Customers Use My 

Website To Contact Me?
– Should I buy Email Addresses to Better Reach 

New and Existing Customers?
– Do Loyalty Programs Work?
– Where do I find Proven Best Practices?

Measure Customer Relationship
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Indicators to Improve the Creation and Maintenance 
Of Customer Interaction
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397 hits yielded 82 potential callers (23 actually called)
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Engaging 
calls to action 

(not more than 2-3)

1. Request Appt.
2. Collect E-Mail 

Addresses
3. Call Service 

Advisor
4. Leave Review
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Segment Your Customers AND 
Your Message

Your 
Prospects

Overly
Overdue 

Overdue 

Due

Unsubscribes
14.3%
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Unsubscribes
14.3%
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Create Incentive for Loyalty
- Consider Promoting Car Health

- Increase Number of Touch Points
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Educate Your 
Customers About 
Best Services…

Join a Group of 
Shops Applying 
Best Practices…

… Using the Web …43% 
Appointments 

at Pick-Up

…25% 
Reviews 

…42% Email 
Opening Rate 

…160% 
Increase in 
Revenue

…100% 
Follow Up

…1 new Web 
Customer per 

Day

Do I need 
a new 

battery?

When 
should I sell 

my car?

Going on a 
trip, what 
does my 
car need?

Service
Advisor

I’d like to find 
out how to 
achieve…


