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calls to dealerships for decades. Based on millions of
those customer calls to sales, parts, service, and finance ﬂall Management
departments, Proactive Dealer Solutions has built predictive ca“ercx

models that score, almost in real time, every inbound
call for people performance metrics, lead quality metrics, Al-powered speech analytics
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host of other outcomes and topics about each call, achieving
a 90%+ accuracy rate in its evaluation. Today’s mobhile-
friendly websites and apps make it easier to quickly call the
dealership simply by tapping a finger. As a result, Proactive to go in and look at the 11
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out of 5 calls are not connected to the correct person. Why do on a call. This technology is
call connections fail? According to PDS, 46% are IVR/voicemail generating massive culture
abandons, 27% are ring transfer abandons, 21% are unanswered changes at dealerships.”
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How It Works:

CallerCX tracks and records every inbound call made to the dealership. Call abandons and voicemail
abandons are red flags that are captured and immediately addressed. For each sales and service call
where an appointment is NOT made and the Al determined one should have been booked, an alert is
created and sent via text to a manager in less than four minutes. This creates an opportunity to salvage
the appointment, repair any irritated customer relationships, and identify a coaching moment for the
employee. The system is adept at identifying calls that represent true opportunities so the number of
text alerts sent is conservative. In order to fix and master the phones, CallerCX creates a profile of each
employee handling calls that will help the manager determine who should or shouldn’t be handling
inbound calls. Individual coaching alerts and a tailored coaching process is generated. The goal is for the
employee to perform better on their next call from a customer. That training is coupled with the Biz Dev
online training university that is focused on teaching great process and objective setting that is guaranteed
to improve results.

BOOK APPT
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ABC Motors - Main Line 888-555-1212

0 @ m This mobile alert is delivered to a manager when

A Missed Opportunity Alert the Al determines that a missed opportunity

= Alert Triggered @ 4/17/2019 1:52:04 PM
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CallerCX is designed to deliver for the dealership:
1. Increased marketing ROl by knowing which advertising campaigns generate calls
2. More connected calls
3. Automated phone call lead entry to fill the CRM
4. Improved employee phone skills which result in increased traffic
9. More ‘saved’ deals by identifying mishandled opportunities
6. Improved customer experience

CallerCX is integrated with DealerSocket and VinSolutions so that call information on all of the leads processed
is pushed directly into the CRM.

CallerCX Provides In-depth Gall Data. Each inbound call is recorded, evaluated, and documented with the
following information:

© O

CALL DETAILS CUSTOMER CALL RESULTS CALL STATS

Call Classification INEQRMATION Caller's sentiment Time to answers

Vehicle(s) of Interest
Caller's name acquired

Call Failure Agent's politeness Time to intended agent

Agent Identification Agent requested appt Transfers

Caller's phone acquired

Speaker Identification Appt set & details Silence

Gallersiemiil Seqired Identify missed opps Talk % by speakers
CSl watch list Agent phone skills

Call summary

Objections
Advertising attribution

Natural Language Processing (NLP). If the dealership is interested in tracking particular words or data,
the Al can be customized to provide that information.




Dashhoard. CallerCX is designed to be time-efficient and user friendly for managers; no need to login.
All of the critical information needed will bubble up onto the dashboard, as shown below. The information
displayed is time-sensitive; showing that day’s activities in real-time. The Al separates each call into
different buckets - sales, service, parts, body shop, and finance. Multi-brand storefronts can further filter
their calls and even designated tracking lines can be delineated.

Only 44% of the time
was the customer info
correctly gathered.

Inbound Leads
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and reports negative
customer sentiment.
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call recordings.
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fppointment Type
147

' 86% ’
Soft Appts ® Solid Appts

Inbound Opps Handled

Call Stats Staff
Active Calls Time To Answer

2 0013

Total
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Caller's Number Time Duration

(541) 581-2061 11/26/2019 2:29:40 PM 29m 0s

(601) 938-3813 11/26/2019 2:57:48 PM Om 525

Gall Logs. An employee’s ‘voice fingerprint’ is used to assign the call to the agent, salesperson, or service
advisor who handled the call opportunity with a 98%+ accuracy. The individual’s phone skills are evaluated:
Did they correctly ask for customer contact info? Did they mention special promotions, or check for recalls in
service? Are they asking for and then setting the appointment? As the conversation is evaluated, the program
automatically creates a profile for the group, for the store, and on the individual. Reporting is provided in very
granular detail to define areas of improvement.
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Time to Intended Contact
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Duration
Result

7m51s

Soft appointment was requested and booked.

[® call Summary: Fresh Sales Opportunity

Call was answered by the receptionist. Caller asked to speak with a specific individual or department. It took 30 seconds to reach the intended contact. Agent acquired

customer name (rob) and phone number. Caller and agent also discussed
& Mon, Nov25-3:26 PM ABC Motors Main - 877-452-2753
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calls, i.e., thick dialects.

Each call is scored immediately.
Repeated low productivity
patterns will trigger the delivery
of employee training modules.

Customer Info

Huntersvill, NC

i Result

Phone: (704) 111-2322
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[@ call Summary: Fresh Sales Opportunity

Call was answered by an automated assistant. It took 37 seconds to reach the intended contact. Agent acquired customer name. Caller and agent also discussed leasing,

payment, trade in.
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Agent Not Identified
~

No

4

booked.
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Employees can view their own call profiles. As the artificial intelligence detects a deficient performance
pattern on specific users, it will automatically push out coaching alerts to those people which include
micro-training videos on topics such as: Professional Greeting, Taking Control of the Conversation,
Acquiring the Customer’s Contact Information, Qualifying the Customer’s Purchase Needs, etc. These
1.5 minute micro-training videos help employees understand what actions need to change and the
benefits those changes will produce. In this regard, the Al acts as an automated training assistant to the
management team.

Biz Dev University. Broken down by the skillsets which are required in the various areas of the
dealership, different training modules focus on improving performance to meet KPIs. These Biz Dev
courses will be recommended by the software to reinforce the micro-training.

‘ Search courses, content and more...

Modules are customized to
improve specific job functions.

Skills Mastery »

This catalog includes skills training courses in the key areas of Phone, Internet, Chat and Text for users working in both the Sales and Service departments.

Steps to the Outbound Service Customer Proactive Service Service Customer Follow- Handling Onboard Handling Online Service
Service Call Concerns and Objections Campaign Activity Up Activity Vehicle Diagnostic Scheduling Reque...

English English English English English English

ENROLL ENROLL ENROLL ENROLL ENROLL

Customer Experience Excellence »

This catalog includes courses covering the principals and strategies for understanding today's customers and how to build a great customer experience.

Dealership Customer Dealership Customer Internet Customer Internet Customer Phone Customer Phone Customer
Experience for Servi.. Experience for Sales Experience for Service Experience for Sales Experience for Service Experience for Sales

English English English English English English

Onboarding and Customer Support. During the first 30 days of onboarding, the CallerCX team spends
significant time helping the dealership embrace how to effectively use the reports. They explain how
those numbers are impacting their bottom line and how lost revenue can be recaptured. Timely training
is a key component, and the team helps develop strategies to meet KPIs. Performance goals are set and
dealers hold their managers accountable for reaching those goals. Conversion rates for CallerCX clients
are expected to be ~ 65% - inbound call to appointment set - based on dealers using CallerCX. The aver-
age dealer they onboard is converting at about 18%.




Reporting. How many calls do | get? What is my conversion rate to appointment? The overwhelming
number of calls that fail are going to voicemail. When the fail rate spikes, as shown below, is it a staffing
issue? Lunch time spikes? Failed calls can also be viewed by their tracking line. Perhaps the Autotrader
calls are being delivered to an employee that is no longer employed.
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Mystery Shops. The CallerCX program includes two mystery shops of the dealer’s website per month, per
store. Third-party vendors where the dealer has listings are also shopped. The internet process is evaluated
during the first week of outreach. /s there a process? Is the dealership successfully executing the process?
Phone attempts and emails are tracked. The evaluator listens to the calls and scores them on established
criteria: vehicle, value proposition, invitation to visit, motivating questions, complete customer contact
information, test drive, trade in, etc.
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Meeting Privacy Requirements. The Federal Government announced new security and privacy
requirements for redaction of all credit card information; a differentiator for CallerCX who is certified to
redact that info in both recordings and transcripts.

Customer Look-ups. Now, increased information about the caller is being added: their address, and their
median income/credit worthiness. This additional data will be delivered almost instantaneously to the
customer file.

What do dealers say ahout GallerCX?

“My anxiety increases when | don’t have visibility or accurate information. CallerCX has given me a comfort

in an area that I didn’t even know existed. When we first got on this program, we had received 46,000 phone
calls - and 18,000 we didn’t even pick up. We were wasting money by burying our heads in the sand. Now, our
service numbers are great. Our dollars and retention have grown. Just do it. Auto dealers can no longer just turn
the lights on and open the door. Industry has to address disruption.”

Todd Lalonde
coo
Drive Auto Group

“Because of our (CallerCX) findings, we changed the process flow for our inbound calls. We heard customers
call in and ask for a specific person and get nobody. We saw times that our staffing was light and we were
missing calls so we added another receptionist. Listening to calls, you can hear comments by annoyed
customers who are on hold. The customer experience is important, and we take that seriously.”

Brad Warren
Director of Dealer Technology
Healey Auto Group




