
THE ROAD TO 
RETENTION
CUSTOMER EXPERIENCE + 
FOLLOW-UP



PLAN
Schedule Type

Customer Visits

Coverage Intervals

Schedule Term

Upgrades

NOT ANOTHER “OFF THE 
SHELF” PLAN

dealer-Owned Maintenance Plans™ 
are designed to benefi t your dealership 
instead of the manufacturer. that’s why 
you have full customization rights to 
create a plan that fi ts the needs of your 
dealership and your customer base. 
You determine maintenance options, 
pricing, funding options and more.



+
Maintenance included

Online

Mobile

Television Radio

Direct Mail

Twitter

Pinterest

Facebook

ATTRACT

A MAINTENANCE 
INCLUDED STRATEGY

attract customers for less and 
sell more cars by advertising 
“Maintenance included” on new 
and/or pre-owned inventory. not 
only will service visits give you 
an opportunity to build a loyal 
relationship with your customer, but 
it provides an opportunity to stand 
out against your competition.



DELIVER
Introduce 

Sales Laminate
Introduce F&I 

Laminate
Schedule first 
service visit

Tour 
dealership

Sales Laminate F&I Upgrade Laminate

A SERVICE-DRIVEN 
EXPERIENCE

We put a process in place at delivery 
to ensure a positive purchase 
experience. Marketing materials 
are included to inform customers of 
your Maintenance included Benefits 
and upgrade options. Sales and F&i 
laminates are created, printed and 
provided to your dealership via Pac.



WELCOME
Pricing Options

Program Guide Key Tags

Hassle-Free
Welcome KitsPersonalized

Welcome Letter

WELCOME CUSTOMERS 
AFTER DELIVERY

after customers drive off your lot 
we send personalized Welcome 
Kits to introduce them to their 
savings benefi ts plan courtesy of 
your dealership. Welcome Kits 
include a letter, program guide and 
key tags. all kits are printed and 
shipped via Pac as if they were 
sent directly from your dealership.

Welcome Kit



CONNECT

Progress ReportsClaims Posting

Fraud Protection Lost Opportunity 
Campaign

Contract SubmissionCustomer Search

Customer
Call Logs Service Reminders

KEEP YOUR DEALERSHIP 
TOP OF MIND

With a dashboard for every 
department, Maintenance Program 
Online arms your team with various 
tools to lead customers from 
sales to service. Keep in touch 
with customers, win-back lost 
opportunities and manage your 
retention progress all in one place. 

MaintenanceProgram.com



REMIND

Email

Phone Calls

Text Messages

Postcards

DRIVE CUSTOMERS BACK

customers receive timely service 
reminders based on their driving 
habits and before each scheduled 
appointment so they return to 
your dealership instead of the 
competition. Reminders are sent in 
the form of a phone call, postcard, 
email and/or text message. 

Reminder Postcard

Sample Email



SERVICE

Replace Oil FilterRoadside Assistance

Add Your Own Replace Engine Oil

Rotate TiresMulti-Point Inspection

Exterior Wash Lubricate Chassis

Certified Maintenance
12 Month/12,000 Mile
Expires: 12/31/2014

John Doe
Year Make Model
Vin 8: DM177000

Your Dealership
1234 Any Street
Anytown, USA 12345

For Service Call 800-405-3148

Log in to your account to view available claims.
www.YourDealership.com

SERVICE RETENTION AT 
YOUR DEALERSHIP

When customers return to your 
dealership they’ll present a 
program card or key tag which 
is provided in their welcome kit. 
these pieces provide service and 
vehicle information so service history 
records can quickly be accessed 
to better assess service needs. Program Card



RECORD
3

Enter
reimbursement

amount

2

Enter
repair order

number

1

Enter
odometer
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EASY PROCESS FOR CLAIMS

Post claims Online in three easy 
steps at MaintenanceProgram.com.
these Online tools allow you to view 
available service claims, redeem 
loyalty points and schedule the next 
service appointment.

Claims Posting
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