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Current Situation

There is no written 
policy in place for the 
handling of incoming 
calls.

1

Calls are handled 
differently by every 
Sales Consultant.

2

Less than 30% of 
incoming sales calls 
are being converted 
into appointments.

3

In a recent audit of 
calls, we found that in 
many cases, Sales 
Consultants do not ask 
for a customer name 
or for an appointment.

4

We have a system in 
place to record 
incoming calls but they 
are rarely played or 
reviewed by 
management.

5

Customer information 
from sales calls is not 
being recorded into 
our CRM system. 
Managers cannot 
follow-up on status.

6



Overall Objective & Desired Results

1

Create a written policy 
for the handling of 
incoming Sales Calls.

•Create consistency 
and effectiveness in 
the manner in which 
calls are handled 
incorporating 
elements of training 
videos.

2

Training, practice and 
review.

•Ensure that Sales 
Managers are 
supporting the process 
with ongoing training, 
practice and review of 
incoming calls.

3

Record all customer 
data into CRM System.

•Ensure all data from 
phone calls is being 
entered into the 
system.

4

Sales Manager Follow-
up.

•Ensure Sales Managers 
apply the same level of 
follow-up to phone 
calls as they to with 
showroom traffic.

5

Increase conversion 
rate of phone calls to 
appointments to 70% 
from 30%. 

6

Ensure that customers 
who call our dealership 
receive the same luxury 
experience as 
customers that visit our 
showroom. 
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Action Plan & Timeline

Sept 6, 2017

Meeting w/ Sales Manager to review new 
process for handling incoming sales calls 
and to review minimum standard.

Have Sales Manager review videos provided 
on class site.

Sept 15, 2017

Meeting with Sales Consultants to review 
new process for handing incoming sales 
calls. 

Training by reviewing videos, practical 
examples and role playing.

Ongoing – Daily/Weekly

Ongoing review by Sales Managers of 
incoming call recordings.

Daily review of phone calls. Constant 
reinforcement during weekly meetings –
acknowledging good calls and bad calls, 
constant examples and role playing.  TEACH 
DEMONSTRATE APPLY!

October 15, 2017

General Manager to investigate additional 
training for handling phone calls. 

Contact e-Dealer Solutions about in-
dealership training options.

January 15, 2018

Review of process effectiveness.

Determine effectiveness of process based 
on percentage of calls converted to 
appointments and appointments converted 
to sales. Revisions as required.



/

Meeting w/ Stakeholders

Sales Managers

Explain new process for handling 
incoming sales calls. Review videos 
and scripts presented on class site.

September 6, 2017

Sales Consultants

Training on new process. Review 
videos and scripts as well as examples 

and role playing.

September 15, 2017

Ongoing

Sales Managers to review recordings 
of incoming sales calls on a daily basis.

Review of recorded calls in weekly 
Sales Meetings noting best practices 

and examples.

General Manager

Investigate additional training 
available for the handling of phone 

calls.

October 15, 2017



Dealer 
Agreement
Approval is not required for 
implementation.

All parties are in agreement that 
we require a formal process. All 
points have either been 
implemented or are in process.


