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Building

relationships with customers is
difficult but that is exactly what

Steve Smeltzer and the team at
Jones Junction Auto group are

profitable, long-term

doing. Their winning formula is
growing gross profits by driving
repeat business and generating
more opportunities from the same
number of phone calls.
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The Customer-First strategy that helped them become
Central Atiantic's No.1 Customer-Retention Dealer
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Servorel yenurs sgo, when car sales wore
#t an alktime high and vrtusily every
ather dealer In the country was focused
an marketing and moving metad, Steve
Smeltzer, the group’s presdent and the
iendarzhip team for Jones Junstion Auto
Group made the beld decision 1o make
cuslomers relationships the key to their
angterm growth,

‘It's simple”, says Smeltzer, “we don't
have customers. We henve clients. We
beficve avery relaticnship has a lifetime
value of $500,000 =0 we focus on creating
an environment that makes it easy for cur
chienls lo buy more. scevice more and
reler more.
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# CONTINUED FROM THE COVER

The results of this stravtegy hewe boen
amazing. n additicn to maintaning
profitabidty theough the rocessian, all
€ Jonhes Junction dealerships now rnk
n e Wwp 3 in Thor 2une Tor volume
Severdy percent of vebide sales now
o from repeat custamars ankl $9
peroent of the 1,700 cusramaers they
debver owry manth see baing, slso o
mo the serice degestment. Gross
profits and CSl are aikso ot record highs.
So much sa 1hat CEMs are taking notice.
Jones aunction Toyets & murmber one
i oustormer retenficn Sor the Central
Atkantic Ragion snd Chrysler cxcuthves

e 50 Impressod thit they personally
Misltod e dealership o peesete Janes
Creyslor with the cowtod “Chrysier
Fremier Coplership” avwesd.

“The key %o cur suoccess wass combining
our “customer-fest” culure with a1 call
mersgement  sustey that aliowed
Us o gt conred of car incoming s
outgoing communications”, says
Smeltzer r can beve the best
ntenticrs In »owotkd ot owe ane
never going to get peaspects Into the
dealership i we dont handie them
propey on the phones.”

Interestingly, the challenges

Jones Junction wes having befo

Fnplementing their calbmanagerment
swntegy were vory simike to the
srugiies many dealerships continue
fo wrestie with on & dally basis,
According te @ recent study that
menitored cver two millon sales and
zervice calls in 2012, 29 peroent of
all incoming calls are missed. Fifty
percent of sales aells 1hat do connod

end without being ssked for an
appoiiment, or cantact Infarmation
Sadlly, mast managers afe campletaly
unaware of what is happening,

“This Informarticn was difficult for me
to see o fest,” snys Smoltzer, “bee |
knew this w5 » big opportunity for us,
We chose » compaty tha!l monfors
100 peroent of our sses snd sendce
cals s ghves us the sbility %o respond
in resdtime when & call Is not hendied
camoctly. This sllaws us 1o roengage
with cur dients bafore the relatienship
= darmaged and adust the behinvor
of cur employess 50 that it does not
cos! Us future business. This has
signficantly increased the quality of
our phone e rections, which results
in more appointments, mone in-store
Cppanunisies, more transacticns and
higher groas prots.™

in addeon to the alerts they recene
when something necds comrectian,
lanes Junctlon Autc Group
nlso recetves real-lime businoss
infelligencs that allows them o

so0 what they are dong righv. This
combinatich of fiding ahet’s trokon
and duplicang what’s rght has had

Farky Guiesevion, BOC Mannger,
and Sheve Smaraer, Prossdont, of

Jones Junction Agto Grouy

@ sgnticant, pesithes Impect an the way
il are ranaged. Cornpeend with cther
denlarships, Jones lunction sots 27
poroent more sales pppckiments, 44
paroetd Mete Servios spooinimends
A2 percand more perts sppciiments
than competithe deslerdipe

sl

Here's haw thal prooess works

Farst, every incoonng Gl ks monisored
from start 1o finish. If amything ooccurs
during the aall thal needs o be
sdoressed, MEnagees recote sn sleet
an thai mobile sE of 8 Text message
an thek mobike phane. Arter the call
& termingted, a call saummary s
arecated that indudes an avarnic
everything that was discussed during
the comversahon. This summary IS
then deltvered o the CRM system
alkong with all af the customer's
contaet inforrstion, the we
prospect s kiteresied in, The velvcle
The peospact is currently deiving snd &
Ink 10 the recoedod corversation

2 he

Jones Junchion wses » centradiaed ol
center thast monbars the sppointment
boad for ovory siore and rmeemges
outbound csls This cal cenler aiso
hes & dodicatd toam Tt moniion
el sedy Vi B e deshibossd sevd
B rosponadole for sesponding o shrts
and moaneecting with chonts whe get
nat i the phore rec, hang up while an
hald, get disconnected, of line beon
acodentaily mshandied. Az o result
af this process, those caling & Jones
Jnction store are 2 limes mare likely 1o
spevk with 2 e person than astomerns
cnling s ooerpetitive desdership

Al deslesshin menegers A equipped
with & mobde spp ard 8 web-beasod
dashbeard that gives them resd ime

‘“5NER cm‘\,!ksl
0,

wisibility into =8 of the denlership's
call activity, haw each tep
15 handling their calls, the number
, #nd bow
alerts ane being Addressed

of appointments being =

Smeltzer ailso recenes weekly and
monthly Entemprise Reperis, by
franchize, that ermbile lm to nat anly
quickly spot arems thasl require more
Altention, but M=o rrsninin 5 healthy
corpatition among the Jomes inction
GMs by sckrestedging thoss with the

best resubs

Finalty, Jones luncticn Auno Group
meets regularly with thetr call

e

Jones Junction
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01005 rasnd W

managemant company 1o canstanily
refine their processes. “We have
cotforeno: calls owve
CallRevu (the compery thet provides
lenes  Junctian’s  call-menagament

V Two weeks with

sandces) to reviow our progress and
get magvs an haw we can mprove,
sirys Smetizer. “The angaing training
we receive fram them Is @ big part of
cur suconss,”

A wis2 porsch once ssid that we =
Wtenslely rse o 6l o kel of oo
relationships. This is ceralnly tnae for
Stewe Smeltzar and the team at Jones
lunctian Autc Group who are reaping
the resards from ther “customer

first® strategy. Thair commitment to
ther customers and thair dedica®on
o their aall-ranagemont  strategy
5 alowing theen 1o get
Appontments fram the same number

meee

of calls and get mere gross profte from
the sume number af customers b,
most impartantly, ® & allowing them
to affer aupenor customer sendcs as
peurt af their compelitive adwaniage,

In Bel Ar, Nesand, aie buyers Fene
mery chokces rogerding where they
soend  thelr  awamothve  dollars,
Howewst, mary of them are vating for
Janes unction in the wery that matiers
meat - with thair oy,
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‘The key to our success was
combining our “customerfirst”
culture with a cali-management

strategy that allowed us to get
control of our Incoming and

» Calke That Speck S Servics
OUth'ng commun'cauons' L::Ln:';;::l A"nvr.:v:uu Acpnr.':uvh
STEVE SMELTZER
PRESIDENT
JONES JUNCTION AUTO GROUS® . ot Ancicon . Naderaal AMerage

IN A NUTSHELL

The Customer-First strategy that helped them become
Central Atlantic's No.1 Customer-Retention Dealer

no to 8 customer

* Implemented a “Just Say Yes” program thal empowers employees 1o be
problem solvers and requires them 1o check with their managers before saying

Jones Junction

Implemented a call monitoring service that protects customer refationships by
monitonng 100% of sales and service calls and sending real-time text and moblle
alerts to his management team when a call has been mssed or mishandied.

Assigned a dedicated team 1o monitor alerts and call activity via a live
dashboard and reconnect with clients who become lost in the phone system,
hang up while on hold, are disconnected or who have been mishandied,

Partnered with the company Lthal pioneered call monitonng for the aulomolive
Industry, www.CallRevu.com, 10 receive dally, weekly and monthly updates and
recene boweekly Input on how they can improve their results



