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Software for the Generals





Automotive Dealerships

Today's automotive dealership information systems are focused on the buying, selling, leasing, and servicing of automobiles.  Current systems do not lend themselves to marketing initiatives and the development of Market and Customer databases.

Today's automotive dealerships, however, need to be focused on the customer, in order to compete. Their information systems need to be customer-centric, able to track all customer activities, and customer preferences. 

Customer-centric information systems must work with any currently installed operational systems, such as ADP, R & R, TIM and PBS and any other sub systems. 

Dealerships need to put processes together to draw information from the operational systems, merge it with accumulated customer information, and make it readily available for: 

· Gaining an understanding of the current customer base; 

· Working with customers to ensure that they come back; 

· Targeting the customer base to up-sell and cross-sell; 

· Determining the communication medium preferred by customers (e-mail, fax, phone and other methods)

· Triggered Database marketing to new prospects;

· Managing the profitability of the customer base and the marketing/sales activities.

Dealerships also require easy-to-use tools to execute marketing and sales programs. The tools must be integrated with the information base so that a target list can be generated based on customer information and then passed over to the appropriate marketing tool. The tools must also facilitate the production of professional quality marketing communication for initiatives such as:

· Direct Mail.

· Fax Broadcasting.

· Tele-services marketing / In-bound calls.

· E-Mail Broadcasting.

· Promotional and triggered service cycle events

· Collection of prospects from the Sales floor, trade shows, events, and web site.

Tools are also required to generate opportunities for business in service, parts, new cars, used cars, and leasing. The opportunities can then be passed on to the department, preferable in a manner that can be tracked, for follow-up. 

Napoleon provides both the customer-centric information system and the tools to carry out the processes described above. By using Napoleon dealerships can facilitate or improve applications such as Service, New car sales, used car sales, Volume (& Parts) Customers, and CSI. 

Service

Napoleon can; 

· Improve Service Reminder marketing with better mailing pieces (multi fonts, etc.) and with appropriate tele-services  follow up;

· Help turn procrastinating car sales or lease customers into service customers;
· Facilitate cross-marketing of service programs to customers based on quality (grading) of customer;

· Identify quality customers who decreased or stopped their service activities so that these customers can be pursued and retained;

· Identify dominant postal code analysis for customer acquisition programs. 

· Facilitate focused marketing of warranty and mandated programs.

· Build and trigger competitive response promotions

· Facilitate focused marketing of Clean Air and other government programs on a triggered basis.

· Link to out-sourced services providers and retains the information they have gathered. 

· Provide management reporting on key productivity and customer information.

· Provide efficiency reports by service advisor based on sales.

· Provide car, year, mileage service profitability reporting and analysis.  

New Car Sales

Napoleon gives dealerships the ability to:

· Trigger and Market service to customers with cars of certain age;

· Trigger and Market to customers with family members entering car ownership age;

· Track walk-in prospects for new car introductions and specials;

· Perform Postal Codes analysis and attack high performance geographic areas;

· Check for car sales opportunities while "touching" customers with service marketing;

· A collect prospect from the floor, trade shows, events, and web site.

· Check for car sales opportunities while scrubbing the current customer list;

· Trigger and Pursue lease renewals with the right timing for success.

Volume (& Parts) Customers

Using Napoleon dealerships can:

· Track profitability of business, fleet and corporate customers;

· Improve communication with volume customers on specials and programs;

· Create special promotions for volume customers.

· Trigger replacement events and marketing updates via projects to promote the parts department with business to business and private customers.

Customer Data Base development

Napoleon gives dealerships the ability to:

· Build a Community Database of customer information in the postal code territory of your market place. Import telephone directory lists by postal code or any other criterion.

· Build the customer media and style preferences of your community and ensure communication is non-intrusive and as the customer prefers.

· Establish e-mail, fax and other information into an easy to update database.

· Build family cross-references to ensure trigger activities to notify when family members are likely to buy,  trade up or replace vehicles.

· Build marketing projects that can be triggered from key customer events and tracked with easy to use tools.

CSI (Customer Satisfaction Index) 

Dealerships can use the Tele-service module within Napoleon to increase response to the CSI program, and to improve customer relationships.

Purchasing a customer-centric information system such as Napoleon is not enough to make a dealership successfully customer-focused. Success will be determined by the dealership's readiness to use the purchased tool, to execute marketing and sales programs, and to close sales as a team. The dealer principal, the managers, and the staff must be part of this team. All must understand and buy into the processes involved, and most importantly, how to use the tools to improve the business. Strategic Connections and its partner, Customer For Life, offer consulting services to help the dealership get Napoleon into place, create processes around the use of Napoleon and its tools, and train dealership employees in the use of Napoleon.

Industry Connector

The Napoleon Automotive dealer Connectors are designed to draw information on a scheduled basis from the host systems already at a dealership site.  It does not matter whether the host systems are ADP, R & R, PBS, or other sub systems (such as leasing and body shop) in the market. Napoleon has been designed to pull all customer and product detail into one customer centric base for analysis and marketing purposes.  It is important to note that existing automotive systems are designed to service and sell cars but are not designed to track customer activities. The Napoleon approach gives you a powerful edge to execute your marketing campaigns.

The following functions are provided in the connectors.

· Scheduled processes that automatically draw information by customer from host systems such as.

Service:  History of repair orders, vehicles: description of vehicles in service, work in progress, operation codes.
Accounting: Customer names and addresses, cars & cars sold.

Parts: Parts sold on Repair Order & counter.

Leasing: Contracts, leases and expirations.

Body Shop:History of repair orders, vehicles: description of vehicles 
Appointment Scheduling  &  Service Reminders and more


· Triggers from Service Reminder module to kick off marketing programs.

· Napoleon AutoEntry module to facilitate easy entry and display of customer and prospect information on sales floor and service counter.

· Napoleon's own service reminder flagging module based on a customer service reminder program.

· Telemarketing function linked to host system appointment scheduling module for display and checking.
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