Best Practices Guide RM

MarketSMART Call Saript During Covid-19 ReoalMasters

Use this script for best results when contacting independent lots with open recalls in need of repair.
SUMMARY:

The MarketSmart Report from Recall Masters provides franchise dealers with a list of recalled vehicles
sitting on independent dealer lots within a specified radius (default radius is 15 miles). In normal times,
independents did not service recalls with franchise dealers because, in general, independents:

1. require same/next day turnaround on service
2. felt disrespected by most franchise dealers, and
3. don't have the resources to deliver these vehicles to you.

With the Covid-19 outbreak, independents are more willing to work with franchise dealerships to
service these vehicles because they:

1. aren’t open for sales activity
2. desire a higher resale value that comes from a recall-free vehicle, and
3. believe that franchise dealerships are now able to offer better service and support.

Please DO NOT EXPECT these independents to have the staff resources to deliver these vehicles to you.
If you want the business, please plan accordingly.

ORGANIZATION & SET THE CALL FLOW:

= It's A New World: The coronavirus outbreak brings about unique circumstances for all of us.
While observing shelter-in-place mandates, many independent dealers are NOT open at this
time. Arranging for repair will require flexibility on your part.

=  Prioritize Opportunities: Sort the MarketSmart report by dealer, then by remedy/parts
availability. If you can't repair these VINs, don’t waste their time or yours. Color code the rows
so that you can visually separate specific VINs by how you expect to address — mobile,
reimbursement, lift/no lift, pick-up/drop off etc. Prepare your game plan so you can effectively
provide specific instructions to the dealer.

= One Call: Make one call to the independent dealer and have all the VINs on their lot organized
by the value to both you and the independent dealer.

= Roll Out the Red Carpet: Treat these independents as you would any other valued customer.
Make sure your call team has a friendly demeanor and that your operations team provides the
same level of protection from the spread of Covid-19 as you would to any consumer. During
these times of heightened fear, please detail your process for disinfecting vehicles.
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SAMPLE CALL SCRIPT

GREETING:

= Hello, is there someone available to check if a vehicle advertised online is still in your inventory?
= Thank you, and what is your name?

= Great, I'm looking for the with VIN ending in . Do you still have it in stock?
DEALER REPLY:
If (review report for other possible VINs in their possession)
I'm sorry to hear that. I'm calling from ,and | see there is an open high priority safety

recall on that vehicle. The new owner will need to be notified as soon as possible to bring the vehicle in
for repairs free of charge. May | give you my contact information to pass on?

If

I'm glad to hear that! I'm calling from ,and | see there is an open high priority safety
recall on that vehicle. During the Covid-19 outbreak, we can repair these recalled vehicles promptly,
safely return them fully disinfected and help you realize the higher resale value that comes with a
recall-free vehicle. We'd like to repair that for you free of charge and get the vehicle back in sellable
condition as soon as possible. Who should | work with to arrange that?

LOGISTICS: (review options your dealership offers)

1. Independent dealer can bring the vehicle to the franchise dealership

2. Franchise dealership can dispatch someone to pick up the car

3. Franchise dealership can dispatch a mobile technician to repair on remote lot (MOBILE SERVICE)

4. Franchise dealership can have a valet pick up the vehicle and drop it off when complete (VALET SERVICE)
5. Independent dealer can refer the new owner and have them contact franchise dealer to schedule repairs

END:

Thank you, are there any other vehicles of that make you’d like me to check the recall status for, or that
need factory repairs completed? *Close with name, dealer and contact info, and extend a warm
invite for future partnership

VOICEMAIL:

Hello, this is calling of and .1 see there are some vehicles on your lot with high-
risk safety recalls. We'd like to repair them free of charge as soon as possible. You're probably aware
that recall-free vehicles get a higher resale value. During the Covid-19 outbreak, we can repair these
recalled vehicles promptly and safely return them fully disinfected. Please call me back at

Thank you very much, | look forward to your callback. Be well.
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