
 

 

 

 

Have we forgotten about CRM? 
How Subaru in the UK is delivering exceptional results through their 60 car 
dealerships with the combination of a Single Customer View, predictive 
segmentation, analytics, web scoring and customer satisfaction surveys. 

A presentation by Howard Ormesher, I.M. Group CRM Director and Iain Lovatt, Chairman of Blue Group Inc. 



 

 

 

 



 

 

 

 



 

 

 

 



 

 

 

 



 

 

 

 

International Motors Group 

Benefiting from a  
Single Customer View 

Howard Ormesher – Group CRM Director 



 

 

 

 

The next 20 minutes 

How Subaru utilise the Single Customer View and integrated, 
digital marketing channels to transform franchise marketing 
into 1-2-1 customer engagement: specifically 4 case studies: 

1. Customer Satisfaction – driving up standards 

2. Lead Management – improving pipeline conversion 

3. Dealer E-Marketing – improving engagement 

4. Dealer E-Shop – democratising local marketing 



 

 

 

 

About IM Group 

68 UK Sales Dealers 

61 Sales Dealers 

150 Sales Dealers 

Independent UK based vehicle importer for UK and Nordic 



 

 

 

 

SCV Objectives 

• Improve efficiency of Lead Management 

• Improve customer engagement 

• Create an environment to analyse and segment data 



 

 

 

 

Systems Scope 

• All internal registration data – up to 10 years 

• All live selling dealer DMS integration for  

servicing, new and used vehicle sales, & local enquiries 

• VOT – Vehicle ownership tracking from Experian for all IM vehicles 

• Website integration, for new enquiries & permission based session data 

• Multi channel campaign output and response data  

including email opens, clicks & sessions 

• Purchased cold data for prospecting 
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SC
V Brand CRM 

Dealer CRM 

Dealer 
Marketing 

Customer Mag 
Drive days 
Welcome Pack 
Track Days 

12,18,24 month 
Service reminder 
Next purchase 
MOT reminder 

Local dealer support 
Tactical activity 

Customer 
Contact 

Centre CMC 

Contact 
Tracker 

Customer 
Portal 

Components of CRM 
Prospect 
Fulfilment 
Nurture 
Reactivate 

Lead mangt 
Synch SCV 
Delivery 

Register 
Update 
Reminder 
Preferences 
Cross sales 

Customer 
Service 

CSI surveys 
Case Management 



 

 

 

 

Knowledge Gap 

Warranty 
claims 

Subsequent 
Owners 

Service & 
Parts 

The Blind Spot 



 

 

 

 

BlueVenn Solution 
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High Level Processes 
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The CRM System 

• Re-built each day 
– Nearly 820,000 addresses 
– Nearly 1m contacts 
– 430,000 vehicles 
– 1.2m owner records 
– 700,000 Services 
– 240,000 Enquiries 
– 14.5m contact histories held 

of which 700,000 are from Contact Tracker. 
 



 

 

 

 

Contact Tracker LMS 

Brochure 
Request 

Test Drive 
Request 

Finance  
Request 

CRM System 

CSI System Dealer Comms National Comms 
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The CSI Journey 
Post Enquiry 

Lapsed 
Enquiry 

Post Test 
Drive 

Lapsed Test 
Drive 

Post 
Purchase 

Post Service 

Lapsed 
Customer 

Preferences 

Owner 
Review 

Publish to 
Website 

Publish to 
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Customer Satisfaction 

• CSI 
– Dealer Feedback 
– Product Reviews 

 

% Promoters - % Detractors = NPS Score 
 
Isuzu:  58.19% - 16.38% = 41.81% 
 



 

 

 

 

A. Vehicle 
Configurator 

B. Brochure 
Request 

C. Test Drive 
Request 

Enquiry in 
Contact Tracker 

Paper 
Brochure 

Electronic 
Brochure 

Capture Name 
& Email 

Capture Name 
Add & Email 

Thank you 
 Email 

Contains link to 
brochure & Call 
centre contacts, 
personal Sign off. 

Thank you 
 Letter 

Contains contact 
details for Call centre 
and personal Sign off. 

Automated 
Process 

Call Centre 
Processes 

Test Drive 
 Email & Pref 

Newsletter 
 Email 

Follow Up 
Call 

If number available, Activity set in Contact Tracker (+2 days Electronic +4 days Paper) 

Test Drive in 
Contact Tracker 

+2 days 

Monthly 

Capture Name 
Add & Email 

Choose dealer 
& Email both 

Email 
Confirmation 

Contains Call centre 
& Dealer contacts, 
Sign off from DP 

Follow Up 
Call to Dealer 

Activity set in Contact Tracker (+2 days) 

Choose 
Save vehicle 

Follow Up 
Call to Prospect 

+2 days of TD 
Dealer notification 
To inbox & RDM 

Website Customer Journey 



 

 

 

 

Immediate response 
To a brochure request 

Improving Pipeline Conversion 



 

 

 

 

+ 3 Day follow up 
unless test drive set 

http://youtu.be/6L9NuDIVOAg


 

 

 

 

+ 5 Day follow up  
unless test drive set 

http://youtu.be/NEMfRidsM5U


 

 

 

 

+ 10 Day follow up 
unless test drive set 

http://subaru.co.uk/reviews


 

 

 

 

• 1 to 3 automated emails following enquiry 

• Encourage prospects to test drive 
– Boxer Engine video 

– AWD Technology video 

– Customer Reviews 

• 2 days prior to test drive:  

 Independent video reviews for all models 

• CRM email programme tested effectiveness of these videos 

– 3.2 x increase in test drive conversion 

– 1.6 x increase in purchase conversion 

 

Improving Pipeline Conversion 



 

 

 

 

Booth 

Web 

Preferences 

Email Tracking 

Web Session Tracking 

CRM System – Digital Data Flow 

CRM 



 

 

 

 

Monthly  
Newsletter 

Cycle 

New web subscribers enter 
The Booth directly and  
receive current newsletter  
with preference link 

3 months prior to 
Intention to change 
encourage td 

Newsletter co-branded  
to CRM Dealer  
where set, otherwise  
Purchasing or nearest. 
Content can be tailored to  
Vehicle of interest or purchase 

New enquiry / warranty contacts 
Enter the Booth daily and  
receive current newsletter  
with preference link 

Other changes to 
Preferences managed 
By CRM system 

Customer Nurture 

All emails linked to  
Preferences, to allow 
prospect to set dealer, 
car change date and 
comms prefs. 

Lapsed Enquirer 

Enquiry / Purchase Anniversary 

Tactical Outbound Campaigns 

Web activity 



 

 

 

 

Subaru Enquiries and Test Drives – May-Sept 

BRZ Email update 
Newsletter 

0% Finance Email 

Q3 Press 

Newsletter 

STI Email 

Autocar 
Article 

Legacy Email 

Q3 DM 
Landed 

Newsletter 



 

 

 

 

Disrupting the Customer Journey 

• Currently trialling to four groups 
– Customer Anniversaries (3,4,5,6 or 7th year) 
– Preference – vehicle change date 
– Web Visitor – no enquiry or test drive 

• Early results look encouraging 

 
 

 
 



 

 

 

 

Local Dealer Marketing 



 

 

 

 

The Future 

• Empowering the network to take control  
of local marketing to their contacts 

• Continue to adapt to changing supply landscape - 
(Edmunds & Direct) 

• The internet of things & connectivity 

• Telematics data connected vehicles 

• Who knows what else 



 

 

 

 

In Summary 

• Single Customer View is now (and will continue to be) 
critical to our business 

• Business much more aligned to CRM processes & agenda 
• Operating in an evolving environment whilst trying to 

continuously improve 
• Test & Learn (closed loop marketing) 

  
uk.linkedin.com/in/howardormesher/ 

@howardormesher 
 


