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Don't Kill Customer Engagement
Before it Starts
3 Steps to Optimize Sales Through Increased Customer Engagement
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Unique Challenges
Automotive dealerships operate in a multi-tiered distribution model and face unique sales and
marketing challenges. As a dealership, you are constantly pulled in different directions regarding
your customer experience – from your regional marketing association, corporate brand, or your
internal marketing teams. If you’re also working with a marketing agency (or agencies), things can
get really complicated.
Traditional marketing automation solutions are typically designed for either B2B or B2C
communications – not B2B2B or B2B2C. To meet the unique needs of these latter models, a new
solution for marketing automation is emerging that helps alleviate pressure and ensures that your
customers have a seamless, positive experience with your brand.
If You Can’t Sell, No One Wins
Your OEM provides you with sales and marketing materials that help you succeed, all with the
expectation that they can maintain some control over what’s sent to customers. But you want
them to back off and let you focus on selling, because ultimately your dealership owns the
customer relationship (and the lists!).
How do you balance your dealership’s needs with the demands from your OEM so that everyone
wins?
There are many reasons to defer to your OEM’s influence – they provide messaging that’s
consistent with brand image, they coordinate offers between the national and local level, and they
exercise quality control in marketing and advertising. However, in the end, the OEM only wins if
the dealership is successful in making a sale. If the OEM makes things difficult for you, you may
well decide to handle marketing on your own, without input from the OEM’s marketing team.
“The thought of dealerships doing their own homemade marketing campaigns has traditionally
made automotive brand marketers shudder,” says automotive e-commerce and marketing
consultant Gary Marcotte. “In order to exert some control over the process, brands must be
flexible and trust that dealers know their local market best. Successful marketing is a cooperative
effort between the dealers and the brand."
But it’s hard for you to balance the need for brand-centric marketing with the flexibility to insert
your own voice and goals into the mix – and traditional marketing automation tools only add to the
difficulty.
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“The best approach is to create an environment that
strikes the right balance between helping the dealer
and protecting the brand, by providing the right tools
and the right amount of flexibility for localization.”
—Marcotte

Shortcomings typically include:
• Assuming that one user will own the marketing process from beginning to end
– from selecting a template, crafting offers, choosing lists and loading creative, and
hitting “send” on the campaign. This rarely, if ever, happens in the dealership
universe.
• Offering limited localization options – it’s not usually possible in marketing
automation tools for you to insert your own unique offers. Most tools default to
offers that are assigned by the OEM.
• Making it too difficult to learn and use on your own. In many instances,
your marketing personnel may not be marketing experts but salespeople or
administrators asked to handle marketing in their spare time.
• Requiring that all of your customer lists reside in the marketing
automation tool.

Fortunately, this isn’t something you have to live with forever.
A new class of marketing automation solutions is emerging that are designed specifically to
address the problems you’re already too familiar with. These tools can enable your dealership and
your brand to work cooperatively on marketing campaigns.
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Selling Snow Tires in Florida
Marketing automation tools can enable your OEM to prescribe certain branding elements (such
as layouts and graphics) and provide a pre-approved library of marketing choices, which offers
you flexibility.
But for a consistent, branded end-user experience, sometimes it’s helpful to have some
boundaries. For instance, your OEM might have templates that show your leading sedan both
driving in the snow AND driving on the beach, which enables you as a dealer to select the imagery
most appropriate to your location and your customers’ preferences.
These sorts of tools can also help you make the right choices for your market – for example, if
you’re located in Florida, you probably don’t want to send your customers and prospects an offer
on snow tires or winter wiper blades.
This new approach to marketing automation also helps you maintain control over your customer
lists. You’ve worked hard to attract shoppers, assemble and nurture your prospects, and retain
your owner base – and you don’t want to share those names with your competing dealerships
under your manufacturer. It’s one of the reasons you’ve got some distrust of centralized marketing
automation systems. With this new kind of tool, you can control your customer, lead, and response
data – and your OEM’s marketing team can provide you with design templates, creative content,
and the latest brand-sponsored offers without having access to your database.

Build — Learn — Sell
Getting the right tool in place is certainly important, but it’s just the beginning. There are
generally three steps to developing a successful marketing campaign.
BUILD
You can BUILD campaigns by selecting creative from your OEM’s campaign catalog, which is typically
curated by their ad agency. You can then tailor your messaging, add in your dealership’s critical local
offers and promotions, then – when you’re ready – preview and send.
LEARN
Your next step is to LEARN from your campaigns – once live, the marketing automation tool will
collect consumer behavioral data and track results for you. Simple, visually appealing reports detail
your subscribers’ interactions with every campaign and can easily be tailored to your needs. You
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want the reporting you’re looking at to be powerful enough to enable deep discovery, but easy
enough for a non-marketer to interpret and act upon the trends they see.
SELL
The final step is to SELL– to take your campaign data and make it actionable. Marketing
automation platforms utilizing artificial intelligence can discern which activities indicate that a
consumer is more likely to buy in the next 30 days, or reveal that a long-time owner is
competitively shopping. These facets of a marketing automation solution make using these sorts of
tools easy and valuable to your staff in closing deals.

Best of both worlds.
The modern marketing automation platform makes it easy for you to participate in branded
campaigns and promotions without having to give up control — and it still gives your
campaigns the look and feel of the national brand image. When done right, it’s the best of both
worlds for you and your OEM.
The automotive industry is complex from top to bottom, and they were the first to adopt this
kind of customer engagement model through marketing automation. Dealers report that this
cooperative approach has helped them sell more cars, not to mention additional parts and
services. With sales rising and rapid increases in your dealership’s online audience, your
customers and prospects can experience higher quality, more relevant campaigns throughout
their individual lifecycle.
Inconsistencies across tiers can be eliminated with marketing automation tools, along with
messaging that appears fragmented to your customers and prospects – you won’t have to resort
to low-quality clip art or homemade graphics. You can now have easy, immediate access to brandapproved templates, professional images, and flexible copy to help your messages resonate with
your audience.
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About Outsell
Outsell drives more revenue for auto dealers by transforming how they engage consumers
throughout their lifecycle. Outsell makes dealers’ lives easier by keeping them in front of
customers and prospects using automated marketing communications across channels – helping
them retain more customers and attract new ones. Dealers using Outsell’s proprietary technology
are tipped off when consumers are most ready to engage, buy, or service. The Outsell marketing
platform manages millions of interactions every month for dealers representing all major
automotive brands.
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