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Unique Architecture for Consumer Management \/

There are 4 Critical Dimensions

1. Customers 2. Vehicles 3. Dealers

4. Time bound - Start Point & End Point

Multiple interactions mean consumer actions are made relevant and avoid conflict

E.g. Customer buys a new car but service dealer continues to market -Result is unhappy customer, no multi dealer dialogue
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If it was simple it would have been done before now.......

|Showroom Walk-In DMS VOP

DMS DMS voP DMS voP
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VIN: 1234

o . Test Drive: Golf-R Test
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Dealer Group C

Dealer Group A

Retail Retail

Name: John Smith
Relationship: Service
Service Opportunity
Tel: 03-12345
Vehicle 2: 4321
Vehicle 3: 84562

Name: John Smith

Request Type: Golf-R Test
Drive

Active Opportunity
Tel: 03-12345
Vehicle 1: 1234

CRM Retail
Cusfomer

Name: John Smith

Request Type: Golf-R Test
Drive

Tel: 03-12345

CRM Retail
Customer

Name: John Smith
Request Type: Walk-In
MOI: Golf-R Test Drive

Vehicle 1: 1234

Dealer A Retail View
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Vehicle 2: 4321

Email 1: mail@me.com
Email 2: mobile@me.com

Email 3: mail@hotmail.com

Merged NSC Master Customer

Dealer B Retail View

Address1: 1-10 Tokyo

Vehicle 2 4321 ) Tel: 03-12345 .
Address1: 1-10 Tokyo Vehicle 3: 84562 Email 1: mail@hotmail.com Address2; 7757 Tokyo
Address2: 77-7 Tokyo Address1: 1-10 Tokyo Email 1: mail@me.com
Email 1: mail@me.com Address2: 77-7 TOkYO Email 2:

EEEEPHTIL VNN Y- YoV a— mail@hotmail.com

Dealer C Retail View
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High-level view of the ownership life-cycle \ V2

There needs to be greater
connectivity between sales and
after-sales, who after all will likely
see more sales opportunities than
sales staff! |ncoming
Enquiries &
Renewals

Leads need to be scored intelligently, using
Browser behaviour, trade-in, buying timescales
etc. to decide to forward or to put info “Nurturing™

The maintenance cycle, as

- Once a Lead is forwarded we call
everyone here knows better than e N it an Opportunity.
ggég‘;gsb'z iTgi}/wlgOgSr;?veﬁseig A ,/ \\ We need to make various aspects
of the sales
defection af any poinf of I Opportunity Process visible to the NSC. What
vulnerability. \ / can't be measured can't be
\ / managed!
\ /
S R >
The handover ceremony - |
Is the first opportunity to o - When an Opportunity closes to
Ensure after-sales loyalty. This { \ Become an Order, we haveian
e mermorable / \ opportunity to make special
experience, and should involve | | offers, to be fitted before delivery
infroductions to after-sales etc. ‘\ ,' of the new car, efc.
\ /
NS 4



Functional Areas \/

3600 View of Customer throughout
1‘ lifecycle starting with Handover

AR s PR

l Oppor’runl’ry/CompIom’r Lead, Opportunity and Event
Management % management and distribution
S o P oo §

(ﬁ National, Regional, Group & dealer

@ (o)
7 multi-channel predictive marketing

o
‘Q\J \
ACP Y

AUTOMOTIVE CUSTOMER

PLATFORM ~ Retention Management and

v Customer Portal

A 4 Multi System Data
> I"« mapping & normalisation, analytics
dashboards.




Integrated Customer Platform - ACP

~» Wholesale and Retail 360° view of customer
» Integrated Lead & Opportunity Management
» Multi-Channel Contact Management

~ Predictive Sales Renewal Marketing
~ Predictive Aftersales Marketing

~ Customer Experience & Rewards Management

~ Permission / Preference Management LOYALTY LOGISTIX

~ Business Analyfics & Insights

Confidential and Copyrighted Loyalty Logistix Ltd



Schematic Overview \ Vil

- X

The Customer Experience Suite

Predictive Marketing and Online Test Drive &

aftersales analyfics Service Booking SIEMISElel:

Digital Vehicle Handover Digital Service Advisor Event Lead Capfture

Rewards Platform — Personal Web Pages

Retenfion manager Mobile Web site Complaints Handling

Campaign and Lead Management and

Communications Manager Distribution Sales Funnel Visibility

DMS Integration Data Quality Management

Customer Platform




Target Architecture

Dealer
Website Lead
Feeds

Sales Order
Feeds

DMS Daily
Feeds

Parts Master
File

Approved
Used
Warranty etc.

National
Websites

Call Centre
Call Handling

Leads &

Analytics
e Opportunities

Complaint
Handling

Predictive
Marketing

Diary / Inbox
& Tasks

Call Centre
Screening

Showroom
Walk Ins

Attack S Vehicle
. Notifications
Lists Handover

CUSTOMER PLATFORM

Single View

Event Lead
Capture

Contact
Management

Rewards

Service
History

Personal Web
Pages
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Wholesale View

i3 Customers
Wholesale |pT-To|I-T88 Dealer 2 Dealer 3
pr. Jehn Murray( L— 23 %)
Mobile Telephone
Days
ID - W2768736 Time
Mext Contact/Events
Mext scheduled appointment -
Mext estimated sales opportunity 04705/ 2019
Last schieduled campaign -
MNext Shaken
Hyundai | 30 J10HNS N/A (Petrol Manual) (Mew Car)
General
Model year
Last Reg Date
Mileage
< Colour
i Segment ID
WIN: TMAD3S1ULHI343727
Hyundai | 30 J1O0HNS N/A (Petrol Manual)
Customer Timeline
Hyundai i 30 Hyundai i 30
THMADIS1ULHIZ ' TMAD3S51ULHI3
2200272018 2240272018 22/02/2018

VW Dealer 1

X Allow Phone
W Allow Email

rjohnmurray@hotmail.com
00447565545000
Sunday, Monday, Tuesday, Wednesday, Thursday,

Friday, Saturday Overall Preferred Contact Method

13:00 to 15:30 Email: Home/Private - rjchnmurray@hotmail.com
—yn: spy. ™9:07 - Paul Gower
Check this rattle on the next service
View More Info
Vehicle Dates
2017 Order & Sales Date
MNext Appointment
23456 km Mext Purchase Date 19/06/2020
Blue Mext Shaken None
C End of Finance 04/05/2019
Hyundai i 30 Hyundai i 30
THMAD3IS1ULHIZ TMADISIULHIZ
22/02/2018 220272018 2370272018 08/03/2018 08/03/2018

Data Management

Add Vehicle

Dealer & Sales Data

Vehicle Price

Last Selling Dealer
Res Sales Person
Last Service Dealer
Res Service Person

S

Ny e J Mehlou __________JAeIRIy  Mey2010 U

Modular design to meet your needs now and later
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Opportunity by Smartphone

eeeco nVision T

eesco |nVision T 8:00 PM

8:00 PM
= Sarah Jones = Dashboard
VOLKSWAGEN
VCP PLAT FORM Volkpwagen Profile v Search...
USERNAME URGENT ACTION OPPORTUNITIES
customer@loyaltylogistix.com @ 6 '
PASSWORD NEXT ACTIONS TASKS
EE R M L 4l
W v
SARAH JONES
LOGIN Sp— o — REQ / COMPLAINTS MY CUSTOMERS
75% (Y] 4 n
open opporTUNITIES [Ell > NEW LEADS AVAILABLE
VOLKSWAGEN BEETLE R-LINE Sarah Jones
Approx Purchase Date 05/05/2017
PR Sian Owen
Opportunity Type New
Mike Mulholland
CONTACT DETAILS > N
lerry Jones




Campaign Management

Marketing X httpsy//vwjpsta...ateGroups.aspx X | =

€ Add New Leads Filter » =

L
Required Operator i I
il Required filter Select... v
Matche:
. Leads - by Currently owned Vehicle (Make)
= Leads - by Currently owned Vehicle (Model)
u Leads - by Currently owned Vehicle (Shaken Date)

amm .
dod Marketing
Campaign Management Search Monitor Templates Bounces

[ Matches 5

Status Work In Progress

Overview Filter Options Channel Plan Schedule Approval Status

I Load From Select... ~ ~

Template

=
Select a Campaign Action
O Email

O Generic Csv + Labels

O Direct Mail Csv + Labels

O Labels PDF
Q) rwe affer

O PWP News Item

O Task Generation

—TVEnITE -~ TTanamIssIon Type
Vehicle - Vehicle Last Shaken
Vehicle - Vehicle Last Tenken
Vehicle - Vehicle Next Shaken
Vehicle - Vehicle Next Tenken M




Campaign Manager —
231 MARKETING Search Q 4+ M@ & Q

CAMPAIGNS MONITOR APPROVAL LIST SEARCH

Campaign Management Powerful wysiwyg HTML Editor
Insert merge fields

SUERIE ‘ ) e o - Insert !lnked URLs
- Insert images

R i - %zzzpigasge(?style sheets) ¥
Select a Campaign Action @ B 2 B FF E & B 7 U AYaegvY s =E =E E E £E = & 8 B
@ emai

QO wobile Email

BENTLEY

O Generic Csv + Labels

O oirec i o + Label ENSURE YOUR BENTLEY

8;'ﬁ IS IN THE RIGHT HANDS

QO pwe News Item

O Calendar Entry

Channel Plan editor

- Create priority action groups i.e. email priority over SMS
- Option to respect preferences or over-ride

- Option to publish to Personal Web Pages (PWP’s)

- Output for Call Centre

- Output for fulfilment house

| SAVECHANNELPLAN || CANCEL || NEXT || SAVE



Campaign Examples




