DRIVING EPISODE 0S: IDEA LIST
I NSIG HTS Customer Retention Forges Unbreakable Bonds

1. Implement a robust customer feedback system

Regularly solicit and act upon customer feedback through surveys, phone calls, and
in-person interactions to identify areas for improvement and show customers their
opinions matter.

2. Provide exceptional customer service training
Invest in comprehensive training programs for all staff to ensure consistent,
friendly, and helpful interactions that prioritize customer needs and exceed
expectations.

3. Offer personalized service recommendations

Use customer data and vehicle history to provide tailored maintenance suggestions,
demonstrating a proactive approach to vehicle care

and building trust. ' . . .

4. Streamline appointment scheduling and check-in

Implement user-friendly online booking tools, text
reminders, and efficient check-in processes to
respect customers’ time and provide convenience.

5. Maintain clear, transparent communication
Keep customers informed about their vehicle’s
status, required repairs, costs, and expected

completion times through their preferred
communication channels.
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6. Create a comfortable waiting area
Provide a clean, welcoming waiting area with amenities like free Wi-Fi,
refreshments, and entertainment options to enhance the customer experience
during their visit.

7. Offer competitive pricing and value-added services

Ensure fair, transparent pricing and consider offering complimentary services like
vehicle wash, vacuum, or minor cosmetic touch-ups to differentiate your dealership.

8. Follow up after service visits

Reach out to customers after their service to ensure satisfaction, address any
concerns, and thank them for their business, reinforcing your commitment to their
experience.

9. Implement a loyalty rewards program

Develop a points-based loyalty system that rewards customers for ongoing service
visits, referrals, and purchases, encouraging repeat business and advocacy.

10. Foster a customer-centric culture

Lead by example and cultivate a genuine

customer-first mindset among all employees, * * * *
empowering them to go above and beyond in

delivering exceptional service at every touchpoint.

Need help with your Fixed Operations department?
We've got you covered.

Visit www.m5ms.com and fill out our Free Consultation
form. One of our experienced consultants will be in
touch to assist you with all your Fixed Ops needs.

Let us help you tackle your challenges and get back on
track.
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We got carried away with ideas and thought you might like some more!

11. Host exclusive customer events

Organize special events for loyal customers, such as behind-the-scenes tours,
new model previews, or car care workshops, fostering a sense of community and
appreciation.

12. Implement a mobile service app
Develop a user-friendly mobile app that allows customers to schedule
appointments, track service progress, access vehicle history, and receive exclusive
offers and content.

13. Create educational content
Produce helpful blog posts, videos, or podcasts covering vehicle maintenance tips,
industry trends, and answering common customer questions, positioning your
dealership as a trusted resource.

14. Offer a vehicle pickup and delivery service
Provide a convenient option for customers to have their vehicles picked up for
service and returned upon completion, saving them time and demonstrating a
commitment to their needs.

15. Partner with local businesses
Collaborate with nearby businesses to offer exclusive discounts or perks to your
customers, such as a free coffee or lunch during their service visit, enhancing the
overall experience.

16. Implement a loyalty system
Introduce a loyalty program that rewards customers for various interactions, such

as booking online, providing feedback, or engaging with your content, encouraging
ongoing participation. As a reward, offer a free oil change or detail service.

I

MANAGEMENT SERVICES TNC




