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Opportunity Dashboard Talk Tracks:  Upgradeable Service [image: ]
	
Introduction
	
Hello may I speak with ______  
My name is _____ I am with ________ [Dealership Name]
How are you today?  I saw you serviced your [year make model] on [service date].  I wanted to call to see how your experience was, but more importantly to apologize for not getting to talk to you in person.  I have someone who is looking for a [make model] in great condition with less than [reference mileage from their service appointment].  Because you take such good care of your vehicle, I wanted to see if we could buy your vehicle for above market value.  Additionally, I saw you just spent [Customer Pay amount].  If you upgrade to a newer vehicle, I’d like to give you that [Customer Pay Amount or minimum of $x] off your new vehicle.  Can you come in today or will another day during the week work better?


	
Confirm 
	
If Yes: Great, we will see you at __________.   [Reference vehicle 1, vehicle 2, and vehicle 3]  We just received some great new [vehicle 1, vehicle 2, vehicle 3] and have incredible deals those those vehicles this week.  Do you want me to have those ready to test drive, or are you interested in another vehicle?





No Appointment Set 

	
Send offer
	
Thank you, I appreciate your time. I would like to send you special offers only available to our best customers.  We just received some great new [vehicle 1, vehicle 2, vehicle 3] and have incredible deals on those vehicles this week. Do you see yourself driving one of those next or do you think you might want something different?

What is the best email address to send the offer to? 

Ok, we will get an offer to you on the _________ . 

(Send the offer while on the phone)

	
Confirm your information
 
	
If you have questions you can call [Dealership Name] and ask for the Upgrade specialist, my direct line is __________.

	
Review the offer 
	
By the way, I sent that offer - did you get it?   Do you have an extra minute to take a look at it?  There is a lot of information and I want to make sure that what we sent over makes sense to you.





Answering Common Customer Questions

(Customer) I haven’t had my car long enough to trade it in.   

(Consultant) I can understand how you would feel that way, however we have learned that the demand for pre-owned ______ and the incentives make it possible for you to Upgrade, enjoy the new enhancements and keep your payment about the same.

By the way, if you come to the dealership we can generally evaluate your car, find your current incentives and give you your options in about 20 minutes.    
 
(Customer)  I like my car and want to keep it. 

(Consultant) I am happy you love your ______, however we have found that when customers see the new ________ enhancements and then find we can actually lower their cost of driving they decide to fall in love with something newer.   

By the way, if you come to the dealership we can generally evaluate your car, find your current incentives and give you your options in about 20 minutes.    




(Customer)  My car is paid off. 

(Consultant) Great that means you have equity! Your _____ is in high demand and because you have equity there are several options you might like. You can enjoy the technology of a new ____ for far less than you might expect. 

By the way, if you come to the dealership we can generally evaluate your car, find your current incentives and give you your options in about 20 minutes.    

(Customer)  I can’t afford the car I have now. 

(Consultant) If you feel you are paying more than you can afford for your current car we might be able to help you out by not only lowering your payment but also your gas and maintenance expense. Your ______ is in high demand so this might be a good time to try and lower your monthly driving expense

By the way, if you come to the dealership we can generally evaluate your car, find your current incentives and give you your options in about 20 minutes.    

(Customer)  I need to speak to my husband/wife 

(Consultant) I can understand the need to talk first with your husband/wife. I can send over a few different offers so you can both make an informed decision. 

By the way, if you come to the dealership we can generally evaluate your car, find your current incentives and give you your options in about 20 minutes.    


Whatever objection:

(Consultant)  I can understand your concern about ____________. If we can Upgrade you into a new _______ and keep the payments about the same would you be interested? 

If you come to the dealership we can generally evaluate your_________ , find your current incentives and calculate your payments in about 20 minutes.  

Is today a good time to come by or does tomorrow work better? 
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