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INTRODUCTION

Dick Lovett Marketing Team have introduced a new email broadcast platform that will facilitate
personalised communications and follow-up messages to sales prospects for new and used cars. This
will be supplemented by Car Alerts, an email-based system which acts as a ‘silent salesperson’, helping
reduce ‘lost’ sales by keeping customers up-to-date on approved-used vehicle availability. Car Alerts
has a proven track record of pulling a significant proportion of ‘lost’ prospects back into the sales funnel.

The programme will also promote new stock to existing Dick Lovett prospects — allowing re-capture
of leads that might otherwise have gone elsewhere. When an enquiry hasn’t progressed to a sale after
seven days, customers can be auto-subscribed to updates on the latest stock that closely matches their
initial enquiry.

In addition, an electronic aftersales retention programme will provide existing Dick Lovett customers with
service, MOT and end of warranty reminders including BMW Teleservices as well as facilitate vehicle
health check follow-up activity, through a combination of email and SMS messages.

This group-wide CRM project will become a key part of our efforts to optimise sales and service lead
generation, as well as achieve the highest standards of customer satisfaction. It will also enable our

marketing to be more agile and productive.

This document highlights each customer touch point in this journey for both Sales and Aftersales.
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Thank you for your enquiry

Dick Lovett

hl o
o P +
B .
T \

9

Leon Vitti
Head of Business
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Good afterncon ,
| would like to thank you for your enquiry about a New BMW .

Woe look forward to caring for your motering needs and | hope my Sales Executive, is able to

assist you in the purchase of your next car. r
Whilst it i still frash in your memory, | am very keen to learn of your recent exparience?
t me'

Therafore if you could take just a few seconds to click the approprate button below to le
know your thoughts, | would ba most grateful.

WERE YOU HAPPY WITH YOUR EXPERIENCE?

Pleaze click the appropriate button and let us know.

YES, | HAD A GOOD NO, | WOLLD LIKE TO NO, PLEASE CAN YOU
EXPERIENCE LEAVE FEEDBACK CONTACT ME

DICKLOVETT BMW
CUSTOMER JOURNEY

1 DAY ENQUIRY.

Message

¢ Thank you for your enquiry from HoB

¢ Header Image - Dealership and HoB photo

* Personalised by HoB, Sales Executive and
Model of Enquiry

¢ Includes Customer Feedback Mechanism

Rule
1-day after enquiry (if no sale)

Response Mechanism
Reply Email / Feedback Form / Click to Call

Criteria for Email / SMS Message

Within 24 hours of Enquiry

¢ Excludeiffollow-up been made within 24 Hours
¢ Exclude ‘Stop Email Flags’

¢ Exclude ‘Stop Phone Flags’

Contact Code
EO1

ENQUIRY
STAGE
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Gond aftamnon |

It's been a few days since you had a conversation with our Sales Executive | to discuss
choice of BMW.

If you are still looking for your next car and would like us to contact you again, please lef
If for any reason we were unable to satisfy your requirements, | would be delighted to di
matter further with you.

Please feel ree o call me un 01225 459 546 al any lime, or reply lo this email.
Once again, many thanks for your valued enquiry.

Rest regards

Derek Owen
General Sales Manager

72 HOUR FOLLOW-UP

your car search

Message

¢ How is the search for your next car going? -
From Sales Manager

¢ Dynamic Header Image - Model of Enquiry
¢ Personalised by Sales Manager, Sales
Executive and Model of Enquiry

¢ |ncludes Customer Feedback Mechanism

Rule
3 days after enquiry (if no sale)

Response Mechanism
Reply Email / Click to Call

Criteria for Email / SMS Message
e 72 hours Post Original Enquiry

If no contact code change
Exclude ‘Stop Email Flags’
Exclude ‘ Stop Phone Flags’

Contact Code
EO1

Is there anything else we can help you with?

Is there anything else
we can help you with?

EXPLORE OFFERS IMMEDIATE DELIVERY SEARCH USED CARS 01225 450 546

-

Good afternoen ,

It's been just over a week since you first dealt with our Sales Executive, to discuss your
car. If you are still looking for your next car and would like us to contact you again, please clich
here or reply to this email. =

If for any reason we have been unable to satisfy your requirements so far, | would be d
discuss the matter further with you.

Please feel free to call me at any time on 01225 459 546, or reply to this email.
Once again, many thanks for your valued enquiry.
Besct regards

Derek Owen
General Sales Manager

10 DAY ENQUIRY.

Message

¢ |s there anything else we can help with?

¢ Dynamic Header Image - Model of Enquiry
¢ Personalised by Sales Manager, Sales
Executive and Model of Enquiry

¢ |ncludes Customer Feedback Mechanism

Rule
10 days after enquiry (if no sale)

Response Mechanism
Reply Email / Click to Call

Criteria for Email / SMS Message
e 72 hours Post Original Enquiry

If no contact code change
Exclude ‘Stop Email Flags’
Exclude ‘ Stop Phone Flags’

Contact Code
EO1
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Don't regret the car that got away DICKLOVETT BMW

CUSTOMER JOURNEY

CAR

ALERTS
CAR ALERTS.

WE WANT

Message

e Don’tregret the car that got away.

e Pulls in stock that matches customer enquiry
¢ Pulls in stock that has had a price adjustment

Don't regret the car that ¢ The benefits of buying from Dick Lovett
got away

REMARKETING
STAGE YOUR CAR
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Rule

Automatcally enrolled after 7 days (if no sale)
Good afternoon .
Response Mechanism

Deeplink to Stock Car / Click to Call / Reply to
Email / Request Call Back - Triggers alert to Sales
Person

We thought you might appreciate being kept informed about our ever-changing stock of
Approved Used BMWs.

./_

Below is a selection of cars that may meet your requirements:

The benefits of purchasing an Approved Used car from Dick Lovett BMW Include:

Criteria for Email / SMS Message

* 120 hours after EO1

¢ Stop once Marked with E17 Contact Code
(Order)

¢ Exclude ‘Stop Email Flags’

e Exclude ‘ Stop Phone Flags’

- Multi-point inspection by BMW Trained Technicians
= Minimum 12-month manufacturer-backed warranty
= Minimum 12-month BMW Roadside assistance

» \iehicle mileage check

= 12-month BMW MOT Cover
Contact Code
EO1

All our cars are available for demonstration at our Centre, or alternatively at your home or place
of work. In the event that we do not have a suitable car in stock, we may be able to source a
BMW that matches your exact requirements thanks to our contacts throughout the BMW UK

REMARKETING
STAGE




We want your car

EXPLORE OFFERS VALUE YOUR VEHICLE NEWS AND EVENTS 01225 459 546 | g

Good afternoon ,

At Dick Lovett. we are always looking to buy vehicles to join our superb stock of
cars, and promise to present you with a fair and accurate vehicle valuation.We have idegst
your vehicle as the ideal age of car we are looking for.

With a clear understanding of your car's current value, you can use it as a deposit fo fina
new vehicle, or part exchange it for a guality pre-owned vehicle and pay a reduced price. O
compelilive valualions open the door to @ wider choice of models. All we ask is thal your 3=
model is in good condition and has a full franchise service history. 4

Good aftemoon ,

To find nut how miich your eurrent car is worth when you're Inoking to sell or upgrade, si
click the button below and submit the required details. A member of our team will then cont
you to discuss your vehicle valuation request. 4

VALUE MY VEHICLE

We hope to be of service to you again soon!

At Dick Lovett, we are always looking to buy
wishichis 10 join our super stock of Aporovd Used

WE WANT YOUR CAR.

Message

¢ Dick Lovett BMW are eager to replenish our
much sought-after used car stock and, with this
in mind, we want your car.

¢ Test Drive Incentive offer on a new model.

* Link to new car offers

Rule
870 days since delivery date - New Car Retail
Only

Response Mechanism
Reply Email / WebForm Pull Through/ Click to
Call

Criteria for Email / SMS Message
* Exclude “stop e-mail” flags

Contact Code

We're sorry that we were unable to meet your
needs

== -

We're sorry that we

were unable to meet
your needs

Leon Vitti
Head of Business

BROWSE NEW CARS USED CARS LATEST OFFERS

Good afternoon ,

| would like to thank you for your recent enguiry and | am sorry that we were unable to meet
needs on this occasion; however | am always keen to understand what people think of
service we provide.

LAED CARA

LATEST OFFERS

If you could please just take a few seconds to leave your feedback by clicking on the appro|
button below | would be most grateful.

01236 450 B4

WERE YOU HAPPY WITH YOUR EXPERIENCE?

Please click the appropriate button and let us know.

DICKLOVETT BMW
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LOST SALE.

Message

¢ Sorry we were unable to meet your needs
from Sales Manager

* Request Customer Feedback

¢ Copy to offer to deal with Sales Manager
directly if they are still in the market

¢ Include Current Offers Block

Rule
1 day after set to lost sale

Response Mechanism

Feedback Form / Reply to Email / Click to Call
Sales Manager / Request Call Back - Triggers
alert to Sales Manager

Criteria for Email / SMS Message
e 24 hours after set to lost sale

¢ Exclude ‘Stop Email Flags’

¢ Exclude ‘ Stop Phone Flags’

Contact Code
E14

REMARKETING
STAGE
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ORDER

THANKS

AFTERSALES

INTRO

SALE
STAGE

POST
DELIVERY

THANKYOU

HANDOVER
APPOINTMENT

Thank you for your order

SERVICING ACCESSORIES NEWS AND EVENTS 01225 450 546

Good afternoon ,

Thank you for ordering your new vehicle from Dick Lovett BMW Bath, we appreciate and value |

your custom. r

If your vehicle is available from current stock we will arrange a handover and delivery d

you as soon as possible. However, if your chosen car is factory ordered, a member of ou
will keep you up-to-date with the build status and projected delivery timescales.

We would like e ensure thal your handover is & seamless and delightiul experience, su
compiled a list of items below that you may wish to consider prior to delivery. S
Thank you again and we lock forward to sceing you soon. Goed shemecn,

Best regards

Leon Vitti
Head of Business

ORDER THANKS.

Message

¢ Courtesy contact to thank the customer for
their business from Management Team.

¢ Dynamic Lifestyle Model Image

¢ Help make the handover of their new car
seemless.

¢ Includes info on Payment, funding and
Important Docs with quick contact phone
number.

Rule
1 day after record is confirmed as ‘Order’ in Drive

Response Mechanism
Reply Email / Click to call / Request Callback Alert

Criteria for Email / SMS Message
* 24 hours after Order Confirmed

¢ Exclude ‘Stop Email Flags’

¢ Exclude ‘ Stop Phone Flags’

Contact Code
E17

11.
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SERVICING ACCESSORIES OUR HISTORY

Good afternoon ,

At Dick Lovett we enjoy hosting entertaining events, and we try to make sure there is s
for everyone.

what you enjoy.

It's really simple, just click the link below to our form and answer a few questions about
hobbies and interests.

When you're finished, the form will be sent to us to help us decide our future events.

We'd like to get to know
you more

To help guide our future events, we'd really like to get to know you more and find out all ab

@

GET TO KNOW YOU.

Message

¢ Introduces the customer events we hold in
Dick Lovett.

¢ Invites customer to complete a simple
webform of their interests and hobbies so that
when we do hold events that may interest them,
they do not miss out.

Rule
2 day after record is confirmed as ‘Order’ in Drive

Response Mechanism
Web Form / Click to Call / Google Review / Reply
Email

Criteria for Email / SMS Message
* 24 hours after Order Confirmed

¢ Exclude ‘Stop Email Flags’

¢ Exclude ‘ Stop Phone Flags’

Contact Code
E17

Dick Lovett
Tha Untsmste
Dening Matho

Confirmation of your Vehicle Handover

Confirmation of your
Vehicle Handover

SERVICING ACCESSORIES NEWS AND EVENTS 01225 450 546 | ;

Good afternoon ,

Thank you for choosing to purchase your car from Dick Lovett BMW, we appreciate and value
your custom.

-
Your vehicle handover appointment has been booked in on .

On the day, we will take you through all the documentation and provide you with a demonsi
of your new vehicle to ensure a smooth handover.

Your Sales Executive may have already spoken to you about the additional products an
services available, but just to ensure you are not missing out please see below.

If you have any questions or need to change your handover appointment, please feal free taa
contact us on 01225 459 546. A

Best regards

HANDOVER
APPOINTMENT.

Message

¢ Sends confirmation of Handover Appointment
¢ Reminder of important information and docs
to bring.

¢ Dynamic Lifestyle Model Image

¢ Help make the handover of their new car
seemless.

Rule
Triggered 1 day after E18 Contact, and if handover
dates are completed

Response Mechanism
Reply Email / Feedback Form / Click to Call

Criteria for Email / SMS Message

* 24 hours after E18 Contact

¢ Only sendif E19 is completed with Date &
Time

¢ Exclude ‘Stop Email Flags’

¢ Exclude ‘ Stop Phone Flags’

Contact Code
E19
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Thank you for choosing Dick Lovett BMW

Thank you for choosing
Dick Lovett BMW

SERVICING ACCESSORIES NEWS AND EVENTS 01225 459 546

Good afternoon ,

I'm writing to thank you for buying your BMW from us.

| hope we have managed to meet your expectations so far and I'd like to remind you thaf®
here to help you get the best from your BMW now and in the future. So whether you'd i}
book a service, order parts or accessories, or if you have any questions at all, our expe
always on-hand to look after you and your car.

As a valued customer of Dick Lovett, we would like to check how satisfied you were with t
of service you received. it

| would be most grateful if you could take just a minute to click the appropriate button belov

inform me of your experience. You will also be offered the opportunity to leave detailed feedh®
should you wish to do so. o

WERE YOU HAPPY WITH YOUR EXPERIENCE?

Please click the appropriate button and let us know.

L 8.0 0.5 * K

POST
DELIVERY
THANKYOU.

Message

¢ Courtesy contact to thank the customer for
their business from Management Team.

¢ Message invites customer to complete a CSI
survey about their recent purchase.

¢ Highlights additional services offered by Dick
Lovett BMW

Rule
Triggered 1 day after Vehicle Delivery

Response Mechanism
Reply Email / Feedback Form / Click to Call

If Customer has @gmail.com address, direct to
Google Review for Dealership

Criteria for Email / SMS Message
* 24 hours after E25 Contact

¢ Exclude ‘Stop Email Flags’

¢ Exclude ‘ Stop Phone Flags’

Contact Code
E25

Introducing you to our Aftersales Team

SERVICING ACCESSORIES BODYSHOR 01225 459 G4

Dear ,

| hope you are enjoying your new car, and that the service you have received from Dick Lovett
BMW Bath has met your expectations.

Should you have any questions about the functions or the maintenance of your new ca
contact a member of my Aftersales team balow. They are on-hand to help you during the
ownership of your BMW and will do their ntmnst to look after you

Derek Hendy - Aftersales Manager
Email Me

Adrian Roddis - Service Manager
Email Me

Dan Clark - Parts Manager
Email Me

Aftersales Customer Support Team
Email Me

We look forward to hearing from vou and to being of service.

Introducing you to our
Aftersales Team

AFTERSALES INTRO.

Message

* |ntroduces the aftersales team and Customer
Support Unit from the Aftersales Manager.

* Includes team photo.

¢ Highlights the number that will call them to
book in future service bookings

* Why Service with BMW?

Rule
Triggered 30 day after Vehicle Delivery

Response Mechanism
Reply Email / Feedback Form / Click to Call

Criteria for Email / SMS Message
e 720 hours after E25 Contact

¢ Exclude ‘Stop Email Flags’

e Exclude ‘ Stop Phone Flags’

Contact Code
E25

13.
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AFTERSALES CONTACT PLAN

AFTERSALES
Service -60

Service -60 SMS
Service -30

Service -30 SMS
Service +11 months
Service CSI

CSI Thank You

MOT -60

MOT -60 SMS
MOT -30

MOT -30 SMS
MOT 11 months

Service And MOT -60
Service And MOT -60 SMS
Service And MOT -30
Service And MOT -30 SMS
Service And MOT 11 months

EOWC Warranty Expiry

We want your car

Vehicle Anniversary

Health Check and Valet - We have missed you...

Service Appointment Reminder
Service Appointment Reminder SMS

M Car Running In Service

Send When

Service Rem 60 days prior to 'Service Due' date
SMS

Service Rem 30 days prior to 'Service Due' date
SMS

Service Rem 11 months lapsed

3 days after Last Work

30 mins after questionnaire completed - if scored 'YES'

MOT Rem 60 days prior to 'MOT Due' date
SMS

MOT Rem 30 days prior to 'MOT Due' date
SMS

MOT Rem 11 Months lapsed

Service And MOT Rem 60 days prior to 'Service & MOT Due' date
SMS

Service And MOT Rem 30 days prior to 'Service & MOT Due' date
SMS

Service And MOT Rem 11 Months lapsed

*Service & MOT due date within 30 days of each other. Triggered on the due date which is the soonest.

33 Months after Registration Date. To include MOT and Time to change message
MINI 21 months after Sales Date. BMW 29 Months after Sales Date

12 months after reg date.

14 Months after reg Date. WIP is not open. Using the 02R Report on CDK DRIVE
2 days before Date Due In. If WIP is open

1 day before Date Due In. If WIP is open. No email or email not opened.

Sent 1 Week after Reg Date. To remind customers to book in for 1200 miles running in service

ECRM PROCESS

60 days before event due
date

30 days before due date if
no booking

>
<

>

60 day if no email address

30 days before due date if
no email or booking

)
<

>

Central booking team
outbound. 45 days before
due date if no booking

2nd chance missed event
last year

15.
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Your service may be due soon

DICKLO" , TTBMW
SERVIC. ~ VINDER

Your s

CALL-BACK REQUEST BOOK A SERVICE SPREAD THE COST 01225 450 568

Good Afternoon ,

At Dick Lovett BMW Bath we aim to provide you with excellent service throughout your
ownership and therefore wanted to remind you about the servicing and maintenance for your
BMW . @

The unigue Condition Based Servicing technology means that your BMW has the intelli
monitor its own condition, and advise you when a service Is due.

When the time comes it is important to know that with our highly trained technicians, statg
art workshops and the latest diagnostic equipment, you can be assured that your vehicle)
in the very best hands.
Good Aftermacn ,
Ag a valued customer we would like to offer you the following benefits when having your car 8
sarviced with us: Y

» Fully nualified and experienced BMW Technicians

= Collection and deliveﬁ service"

due soon

DICKLQO , TTBMW
SERVIC. © WINDER

CALLMACK RECUEST
BOOK A SERVICE

ervice may be

SPAEAD THE COST

D123 450 548

SERVICE DUE

Message

¢ Generic, all about first service reminder

¢ Needs to be direct and to the point.

e Customer may have service plan, so must say
this will be covered as part of your plan.

Rule

60 Days before Due Date in DRIVE. 30 Day
Reminder then sent if no booking has been made
and there is no open WIP.

Response Mechanism
Reply Email / WebForm Pull Through/ Click to
Call

Criteria for Email / SMS Message

¢ 60 days before Service Due Date on Kerridge
¢ Reg date between 0-20 months from the
Service Due Date

¢ Exclude any vehicle where there is a future
open WIP

¢ Exclude “stop e-mail” flags

Contact Code

Your service may be due soon

DICKLO , YTBMW |
SERVIC. ~ VINDER e

Your service may be
due soon
CALL-BACK REQUEST

BOOK A SERVICE SPREAD THE COST 01225 450 568

Good Afternoon , DICKLQ" , TTBMW

SERVICL " VINDER

CALL-BACK REQUEST t
BOOK A SERVICE

At Dick Lovett BMW Bath we aim to provide you with excellent service throughout your
ownership and therefore wanted to remind you about the servicing and maintenance for your
BMW .

The unique Condition Based Servicing technology means that your BMW has the intelli
monitor its own condition, and advize you when a service is due.

When the time comes it is important to know that with our highly trained technicians, staty
art workshops and the latest diagnostic equipment, you can be assured that your vehic

in the vary hast hands

As a valued customer we would like to offer you the following benefits when having your
serviced with us:

carn
= Fully qualified and experienced BMW Technicians
» Collection and delivery service®

= Loan Vehicles and Fast Lane (waiting) appointments

DICKLOVETT BMW
CUSTOMER JOURNEY

SERVICE + 11 MONTHS
- SECOND CHANCE

Message

e Generic, all about first service reminder

* Needs to be direct and to the point.

¢ Customer may have service plan, so must say
this will be covered as part of your plan.

Rule
Sent 11 months after Service Due Date in DRIVE
- Lapsed Customer

Response Mechanism
Reply Email / WebForm Pull Through/ Click to
Call

Criteria for Email / SMS Message

¢ 60 days before Service Due Date on Kerridge
* Reg date between 0-20 months from the
Service Due Date

¢ Exclude any vehicle where there is a future
open WIP

¢ Exclude “stop e-mail” flags

Contact Code

AFTERSALES
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Your MOT is due soon

DICKLO , YT BMW |
MOT} " .NDER .= )

Your MOT is due soon

CALL-BACK REQUEST BOOK AN MOT SPREAD THE COST 01225 459 568

DICKLO" ), TTBMW
Good Afternoon , MOTH NDER

As a valued customer of Dick Lovett BMW Bath we would like to remind you that your BMW's |
MOT Test for is due on the .

An annual MOT is & mandalory inspection of over 150 safely-relaled and emission sys]
including lights, steering, brakes and suspension.

MOT Test only £39.95%

Why nnt take advantage of our MOT offer, alsn whan you book ask us whether your car
covered by MOT Protect. BMW MOT Protect is now included on all models and if vour c:
our Service Inclusive package, you will now benefit from MOT Protect for the 2nd and 3rd
tests also, if undertaken at a BMW retailer.

Good Aftarmoon ,

s o vl customer of Dick Lovet! BAW Bath
Wi woulkd ks 10 reeming you that your BMWs MOT

At Dick Lovett BMW Bath our aim is to provide you with excellent service and attention |
throughout your ownership. While your car is in our care, we will also carry out a complin
Vehicle Health Check and a wash and vac.

Whilst your BMW is with us, you can be assured that it will be in the very best hands:

» “‘While you wait' appeintments

= A complimentary wash and vac

MOT REMINDER

Message

¢ |Lead with MOT now due. Needs to be direct.
MOT Protect Reminder.

¢ Air Conditioning Service and Brake Fluid
Service is also promoted in this message.

Rule

60 Days before Due Date in DRIVE. 30 Day
Reminder then sent if no booking has been made
and there is no open WIP.

Response Mechanism
Reply Email / WebForm Pull Through/ Click to
Call

Criteria for Email / SMS Message

¢ 60 days before MOT Due Date on Kerridge
¢ Exclude any vehicle where there is a future
open WIP

¢ Exclude “stop e-mail” flags

Contact Code

Your MOT and service may be due soon

DICKLO , YTBMW |
MOT} ~ .NDER .= )

Your MOT and service
may be due soon

CALL-BACK REGUEST BOOK A SERVICE SPREAD THE COST 01225 450 568

Good Afterncon ,

DICKLC", TTBMW
MOT nNDER

CALL AT REGUEST
BOCW, A BERVCE

SPREAD THE COST

You are a valued customer of Dick Lovett BMW Bath and we just wanted to remind you that yo{
MOT Test and Service for will be due very soon.

MOT Test only £39.95*.

Why not take advantage of our MOT offer, also when you book ask us whether your car i
cvovered by MOT Prolect. BMW MOT Prolecl is now included on all models and if your car he
our Service Inclusive package, you will now benefit from MOT Protect for the 2nd and 3rd
lesls also, il underlaken al a BMW retailer. i

1228 450 S0d

At Dick Lovett BMW Bath our aim is to provide you with excellent service and attention
lhroughout your ownership. While your car is in our care, we will also cary vul @ complimer (83
vehicle health check and a wash and vacuum. ¥

Good Aftemoan | ‘

When the time comes it is imporlant to know that with our highly trained technicians, stald
arl workshops and the lalesl diagnostic eguipment, you can be assured thal your vehicle wh
in the very besl hands.

Tu make a bovking, please call vur dedicatled service leam on 01225 459 568, buuk online, or
dllernatively requesl a wallback, and a member of our leam will Gall you as svon as pussible.

SERVICE & MOT
-30 DAYS.

Message

¢ Combines the Service Due and MOT Due if
they fall within 30 days of each event.

* Message leads with MOT and drives
awareness around Brake Fluid and Air
Conditioning Service

Rule

60 Days before Due Date in DRIVE. 30 Day
Reminder then sent if no booking has been made
and there is no open WIP.

Response Mechanism
Reply Email / WebForm Pull Through/ Click to
Call

Criteria for Email / SMS Message

¢ 60 days before MOT Due Date on Kerridge
¢ Exclude any vehicle where there is a future
open WIP

¢ Exclude “stop e-mail” flags

Contact Code

17.
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Your MOT is due soon

DICKLO"y TTBMW |
MOT ANDER ¢ — h

Your MOT is due soon

CALL-BACK REQUEST BOOK AN MOT SPREAD THE COST 01225 459 568

DICKLO", TTBMW

Good Afternoon |, MOT & NDER

We recently advised you abuut the upeoming MOT un your vehicle . We would like to remind y
that the MOT due date is on , and we would like to give you the best opportunity to book your
vehicle inlu our workshops on a dale and time Lo suil you. y

CALL-DACK BEDUCST

BOeOH AN MOT
An annual MOT is & useful, mandalory inspection of over 150 safely-related and smissi
syslems, including lighis, sleering, brakes and suspension. Thanks o BMW's engineering R T
standards, passing should be a formality. However, there's always a chance that something

01236 465 648

have been damaged wilhoul you realising it.
MOT Test only £39.95%

Good Afemoon ‘

W recently advised you aboul the upcoming MOT
Why not take advantage of our MOT offer, also when you book ask us whether your car s o your wehicle . Wo would Iike 1o romind you thal
covered by MOT Prolect. BMW MOT Proledt is now included on all models and if your cgd
our Service Inclusive package, you will now benefit from MOT Protect for the 2nd and 31|

tests also, If undertaken at a BMW retailer.

Al Dick Lovett BMW Bath our aim s to provide you with excellent service and attention
throughout your ownership. While your car is in our care, we will also carry out a complimentary
vehicle health check and a wash and vacuum.

As a valued customer of Dick Lovett BMW Bath, we would like to offer you the following

MOT + 11 MONTHS -
SECOND CHANCE

Message

¢ |Lead with MOT now due. Needs to be direct.
MOT Protect Reminder.

¢ Air Conditioning Service and Brake Fluid
Service is also promoted in this message.

Rule
Sent 11 months after Service Due Date in DRIVE
- Lapsed Customer

Response Mechanism
Reply Email / WebForm Pull Through/ Click to
Call

Criteria for Email / SMS Message

* 60 days before MOT Due Date on Kerridge
* Exclude any vehicle where there is a future
open WIP

e Exclude “stop e-mail” flags

Contact Code

Hip Hip Hooray!
Your exclusive birthday treat

DICKLG ) "TBMW
VEHICLE /ERSARY

Hip Hip Hooray!
Your exclusive birthday
treat

CALL-DACK RCQUCST DOOK NHOW SPRCAD T1IC COST 01225458 SG0
DICKLC p "TBMW
VEHICLE JERSARY
Good Afternoon |,

Our records shaw that you have owned your BMW for nearly a year and we think your B
deserves a birthday treat.

CALLIMOK REOUEST

To celebrate the first birthday of , we'd like fo offer you a free wash and vac semvice at Dicl gt

BMW Bath. v
To book your complimentary wash and vac call us on 01225 459 568, reply to this em,ail.l.:‘ #1228 450 808
request a callback and we will call you to arrange. Prior booking only.

If you are not already benefiting from BMW Service Inclusive cover, then you'll be pleased t

know that it is not too late. BMW Service Inclusive covers the cost of a comprehensive listd
service ltems for up to 3 years or 36,000 miles, whichever occurs first and can be purcha
any puint before your BMW's first service.

If you'd like more information, please call us on 01225 459 568, reply to this email, or reques
callback.

BOOK NOW

DICKLOVETT BMW
CUSTOMER JOURNEY

VEHICLE ANNIVERSARY.

Message

¢ Happy Birthday Message to customer from
Sales person, SM, ASM and HOB.

¢ Offers a Complimentary VHC and Wash & Vac

Rule
330 Days after Reg Date

Response Mechanism
Reply Email / WebForm Pull Through/ Click to
Call

Criteria for Email / SMS Message
¢ 30 Days before Reg Date on DRIVE

Contact Code

AFTERSALES
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We’ve missed you. Come back soon for a
complimentary health check*

DICKLC » TBMW T
VEHICLE: ~ HCHECK -

We've missed you.
Come back soon for a
complimentary health

check*

CALL-DACK RCQUCST DOOIK | ICALTI I CIICCK SPRCAD T1IC COST 01225 458 560

Good Afterncen ,

DICKLC » TBMW

VEHICLE HCHECK

Hew are you enjoying your BMW? [t's heen a while since we have seen you or your F!N!"" i
would be delighted to offer you a complimentary vehicle health check and wash & vacu

Our complimentary vehicle health check includes inspecting critical areas such as brakes)
tyres and fan belts.

CALLAACK REGUEST

DOOK HEALTH EHESK

The check is completely free of charge and will be conducted by our fully-trained expert [ L
Technicians, meaning that any maintenance requirements you may not be aware of, es
any that may be safety related, can be identified and rectified accordingly.

SPAEAD THE COBT
81326 460 48

To make a booking, please call our dedicated Bookings team on 01225 459 568, book on!
alternatively request a callback, and a member of our team will call you as soon as poss

I NO LONGER OWN

We look forward to hearing from you soon and looking after you and your vehlcle.

Best Regards,

VEHICLE HEALTH
CHECK.

Message

¢ Courtesy email to offer complimentary health
check and Mini Valet

* How are you enjoying your BMW? We have
not seen you for a while, so call in and enjoy
some complimentary refreshments.

Rule

14 months post delivery and no workshop visit
logged. Designed to improve Active Service
Customers and Retention Rate.

Response Mechanism
Reply Email / WebForm Pull Through/ Click to
Call

Criteria for Email / SMS Message

* 14 months after last work date on DRIVE
* Exclude “stop e-mail” flags

* Exclude “stop e-mail” flags

Contact Code

Your complimentary end of warranty check

DICKLC ) TBMW |
ENDOFW. ~ .TYCHECK -- \

Your complimentary end

of warranty check
CALL-BACK REQUEST BOOK ASERVICE SPREAD THE COST 01225 459 568

Good Afternoon |, DICKLC p TBMW

ENDOFWE .TYCHECK

CALLBAZH RESUEST
OCK A SOFEACT A

SPREAD THE £OGT

Our records show that your BMW is approaching three years old, and we hope that you've

enjoyed your BMW and every mile behind the wheel so far. However, your car's third blﬂhday
also marks the end of your warranty, and with this in mind we'd like to invite you in for a
complimentary end of warranty check

The check will be conducted by our fully-trained expert BMW Technicians, meaning that e
smallest of warrantable issues you may not be aware of can be identified and rectified befor
your cover expires on .

01235 459 00

MOT Test only £39.95%.

Why not take advantage of our MOT offer whilst your free End of Warranty Check is carried

also when you book ask us whether your car is coverad by MOT Protect. BMW MOT Protd
now included on all models and if vour car has our Service Inclusive package. vou will nl
benefit from MOT Protect for the 2nd and 3rd MOT tests also, if undertaken at a BMW re

To make a booking please call our dedicated service team on 01225 459 568 or click here fo!
booking form. Our service team opening hours are:

DICKLOVETT BMW
CUSTOMER JOURNEY

END OF WARRANTY
CHECK.

Message

* The manufacturer’s warranty is coming to
an end, and we would like to invite you in for an
EOWC.

* Reminder that MOT will shortly be due.

Rule
*New Car Only - 990 days since date of delivery

Response Mechanism
Reply Email / WebForm Pull Through/ Click to
Call

Criteria for Email / SMS Message

* Broadcast 35 days before 33rd month

¢ Exclude “stop e-mail” flags

* Exclude any vehicle where there is a future
open WIP

Contact Code

AFTERSALES
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Dick Lovett

@

We are looking forward

SPREAD THE COST ACCESSORIES NEWS AND EVENTS 01225 459 568 |

Good afternoon ,

Thank you for choosing Dick Lovett BMW Bath and we look forward to welcoming you back on
the . Wa hnpe youl are ahla to keep ynur appointmeant but if you do need tn reschedule pleasa |
us know as soon as possible. -

Reminder
If you have a courtesy car booked, then please bring your driving photo card licence and
livenue. In addilion, please bring a printoul of your licence delails from www.gov.ukfview-driv

licence printed out. This can alsc be saved as a PDF on your smart phone if you cannot g

Spread the Cost.
Whether you pay for your service in store or online you can choose from a flexible range
repayment terms such as 0% over 6 months or 12 months. The application process is simpl
takes around 5 minutes for you to complete, and is carried out enline with a decision mag?
30 seconds of completion.

LEARN MORE CALLBACK REQUEST

If you would like to try another EMW model 1o see how it compares, please contact us in advance
of your appuintment and we will arrange a lest drive for you wilh a member of our Sales Team.

BOOK A TEST DRIVE

to seeing you

SPREAD Thll COST

ACCERRORIES

BOOKING
APPOINTMENT
REMINDER.

Message

¢ Appointment Reminder message broadcast 2
days before appointment.

¢ Reminds customer of Mobility options and a
reminder to bring driving licence.

* Highlights the DIVIDO Offer

Rule

14 months post delivery and no workshop visit
logged. Designed to improve Active Service
Customers and Retention Rate.

Response Mechanism
Reply Email / WebForm Pull Through/ Click to
Call

Criteria for Email / SMS Message

e Exclude “stop e-mail” flags

* Exclude any vehicle where there is a future
open WIP

Contact Code

SPREAD THE COST ACCESSORIES NEWS AND EVENTS 01225 459 568

Good afternoon |
Thank you for choosing Dick Lovett BMW Bath.

| hope that we have managed to meet your expectations so far and | would like to reming®
that we're here to help you get the best from your BMW now and in the future.

So, whether you'd like to book another service, order parts or accessories, or if you have
questions at all. our expert Service Team is always on-hand to look after you and your BMW.

As a valued customer of Dick | nvett BMW, we would like to check how satisfied you wer 4
the level of senice you receiverd

| would be most grateful if you could take just a minute to click the appropriate button below
inform me of your experience. You will also be offered the opportunity to leave detailed fe
should you wigh to do so.

Thank you for choosing
Dick Lovett BMW

MEVS D EVENTS

01270 459 %0

POST SERVICE THANKS.

Message

¢ Thanks the customer for their business
¢ Link to CSI Survey

¢ Highlights the DIVIDO Offer

Rule

14 months post delivery and no workshop visit
logged. Designed to improve Active Service
Customers and Retention Rate.

Response Mechanism
Reply Email / WebForm Pull Through/ Click to
Call

Criteria for Email / SMS Message

¢ Exclude “stop e-mail” flags

¢ Exclude any vehicle where there is a future
open WIP

Contact Code

20.

DICKLOVETT BMW
CUSTOMER JOURNEY

AFTERSALES




Thank you for your valued feedback

Thank you for your
valued feedback

SPREAD THE COST ACCESSORIES NEWS AND EVENTS 01225 459 568

Good afternoon ,

Thank you for taking the time to let us know about your recent experence of having your vehicl
maintained by Dick Lovett BMW.

-

| am delighted to hear that you were completely satisfied with your experience and the |
sefrvice you received. In the next week or So you may also receive a survey from BMW
asking you about your experlence with us. VWe'd appreciate it If you could take a few mome
answer these questions as your feedback helps us to continually improve the service we offas,

In the future, if you know of anyone who might be interested in buying a new or used B
please do let us know as we would be delighted to look after them.

To express our appreclation for your valued feedback, here Is a link to a 10% discount vous
Just for you. You can use this towards a purchase from our full range of BMW Accessorig’

Thank you once agaln and we look forward to belng of service to you for what we hope wi
many years.

Best regards

Derek Hendy

CSI THANKYOU.

Message

¢ Thank you message to those that scored 8 or
above on the CSI Survey

¢ Introduces 10% Accessory Voucher

Rule

14 months post delivery and no workshop visit
logged. Designed to improve Active Service
Customers and Retention Rate.

Response Mechanism
Reply Email / WebForm Pull Through/ Click to
Call

Criteria for Email / SMS Message

e Exclude “stop e-mail” flags

* Exclude any vehicle where there is a future
open WIP

Contact Code

Your vehicle may require
essential maintenance

e

Your vehicle may
require
essential maintenance

CALL BACK REQUEET BOOKE NOW EPREAD THE COST 04335 450 EGB

Dear,

We have received information via BMW ConnectedDrive Teleservices, informing us that ™
vehicle is due the following maintenance:

Registration No:
Date of transmission:

These items should be attended to in the near future in order to keep your vehicle in pea
condition. In order to have this work carried out, please get in touch as soon as possible.

At Dick Lovett BMW Bath, you are welcome to enjoy our BMW Centre while you wait, and }ao
even send you a video of your vehicle health check afterwards, so you can see how it

To make & booking, please call vur dedivated service leam on 01225 459 568, buok unlin
allernatively request a callback, and a member of our leam will call you as svon as pussible!”

| NO LONGER OWN

TELESERVICE
REMINDER.

Message
¢ Related to the Job Description received in the
Teleservices Ticket

Rule

14 months post delivery and no workshop visit
logged. Designed to improve Active Service
Customers and Retention Rate.

Response Mechanism
Reply Email / WebForm Pull Through/ Click to
Call

Criteria for Email / SMS Message

¢ On receipt of Ticket from Car Connected
Drive - Real Time

* Where we are nominated Service Partner
* Exclude “stop e-mail” flags

* Exclude any vehicle where there is a future
open WIP

Contact Code

21.
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Powerful. Dynamic. Unrestrained.

i
-
-

3 MPowe

Powerful. Dynamic.
Unrestrained.

Al I -RACK REOIIFST ROOK A SFRVICF SPRFAN THF COST MM 225 454 KRR

Good Afternoon |,

When a car is as restless as your | it's hard to hold down. Quite simply, this is a car desi"
never to stand still and since you unleashed this car on the road, you'll know you will n
keep your car ion peak condition. To do this, we need to perform a Running in Service
you reach 1200 miles on your sdometer. Failing to do so can invalidate the manufactur e
warranty

When the time comes it is important to know that with aur highly frained technicians, statl
art workshops and the latest diagnnstic equipment, you can be assured that your vehicd 1228 430 568
in the very bast hands

As a valued customer we would like to offer you the following henefits when having your gf
serviced with us: I

= Fully qualified and experienced BMW Technicians
= Collection and delivery service*
= Loan Vehicles and Fast Lane (waiting) appointments

» On-site BMW Parts Department supplying genuine parts

M CAR RUNNING
IN SERVICE.

Message
* Book your M Car Running In Service before
you reach 1200 miles.

Rule
Sent 1 Week after Reg Date. To remind customers
to book in for 1200 miles running in service

Response Mechanism
Reply Email / WebForm Pull Through/ Click to
Call

Criteria for Email / SMS Message
e Sent 1 week after delivery date
¢ Exclude “stop e-mail” flags

Contact Code

SOCIAL eCRM JOURNEY

Click below to view our eCRM videos

Your End of Warranty Check

Service Reminder

M Car Running In Service

Teleservice Reminder

Vehicle Health Check

MOT Reminder

Vehicle Anniversary

22.

DICKLOVETT BMW
CUSTOMER JOURNEY

AFTERSALES



https://youtu.be/buyKa2WpaHY
https://youtu.be/nwPrPlTSShs

DICKLOVETT BMW
CUSTOMER JOURNEY

SOCIAL eCRM
JOURNEY

SOCIAL eCRM
JOURNEY

23.




SOCIAL eCRM JOURNEY

Our communications triggered in a personalised way through customer social experience.

Aftersales Reminder

<

Aftersales reminder drops into
customer news feed within
YouTube video =
Custom Audience Targeting

Customer email / phone
linked to Facebook account

<

Facebook form submission to
centralised booking team

DICKLOVETT BMW
CUSTOMER JOURNEY

SOCIAL eCRM
JOURNEY
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