


Who Uses Retain
Our current dealerships are seeing a drastic 

improvement in customer retention



We work directly with franchised dealerships, improving 
and enhancing customer renewal experiences, to optimise 
sales performance and maximize customer retention.

Bridging the gap between you and your 
customers

We enable dealership Sales Executives to remain focussed on
building new customer relationships by engaging and managing their 
existing finance customers for them. We become one team, working in 
the background to ensure your finance customers are renewing 
their agreements, creating residual value, aligned to your dealership's
sales objectives.

We manage this effectively through combining our custom-built intelligent 
technology platform with a professional, proven engagement and nurture
journey.

The planning that Retain Group put in to
place to help us meet our appointment 
requirements so we can convert enough  
people to hit our target is brilliant. It’s a 
very  smooth transaction and I know our 
renewal  numbers would not be as good 
as they are without them.

“

”Philip Wiles  
Business Manager



appointments booked per month on average 
per dealership.16
of our appointments result in a renewal or new 
vehicle purchase.

average renewal vehicle value.

£234kAverage turnover increase per 
dealership in a month

61%
of customers who we  

appointed said that they
wouldn’t have renewed if 
we hadn’t engaged with  

them.

62%

£23k



Retain Employing
No days off / Always Available Y N

Much cheaper than employing Y N

No training required Y N

Immediate results Y N

No need to pay pensions / company car / etc Y N

Comes with leading software and reporting systems Y N

Total transparency Y N

Results visible immediately Y N

Actively pushing used vehicles on SWITCH Y N

Comes with years of data Y N

Can support entire group not just 1 dealership Y N

Standardization across all dealerships Y N

Team coverage rather than 1 person Y N

Free up time to do other things Y N

Over 50 years of combined automotive experience



How we do it.

Through innovative technology, we create a 2-way communication  
pathway.  Customers are able to contact us at their convenience and 
we manage their entire experience with your dealership, nurturing  
them until they are in a position to renew.

Engage. Communicate. Nurture. Retain.

Working alongside your current finance renewals process – we are here  to 
do the day to day running of consistent customer contact, delivering  the 
correct message every time, leaving your sales teams free to focus  on their 
core competency – attracting and selling to new customers.

A consistent process, stability and proactive communication is key to the  
success we deliver for your dealership. We are a constant for your  customers 
with a focus on maintaining the relationship you have with  them. We know 
what works and we know how to implement it.

Customers can call us at anytime. All calls are  recorded to 
help your Sales Executives gather as  much information as 
possible about the customer  before they meet them.

Appointment reminders are sent. Customers can text and 
email us at any time. Customers can self manage their 
appointment via a link.

Customers can request call backs, book their own 
appointments and view their information via their 
dedicated customer portal.

“ Retain Group don’t just call your 
customers - they engage with
them.

”



Customer Journey.

1

2

3

Our bespoke system allows us to import your  customers, no 
matter what format you store their data  in. Once they have been 
imported, we begin the  engagement process.

We contact your customers at key points throughout  their 
agreement lifetime. Whether it’s a courtesy call 6  months into their 
term, a finance review, or to arrange an  appointment. All 
communication is recorded real time for internal review.

When it’s time for the customer to look at their options,  we will 
guide them through it all, giving industry  standard advice, and 
ultimately getting them in to renew with your Sales Executives.

Each customer has access to their own customer  portal where 
they can request their own appointment,  update mileage, check 
how long is left on their  agreement and update their contact 
details which  also supports GDPR compliance.

We contact your finance customers every 6 months  and sort them 
into stages (EOC/ Mid Term/ Finance  Review). All customers have 
an agreed next contact  date so you can clearly see when we will 
engage them.



Customer Experience.
Informative. Friendly. Professional.

Our experienced staff understand the entire automotive  
finance arena and guide your customers throughout their 
agreement.
We ensure customers are contacted every 6 months, 
explained their position with accurate and important 
information, and booked in at the optimal time to renew their 
agreement.

Your customers at the heart of everything we do. We work together as  one team, 
promoting and delivering an exceptional customer experience.



We always deliver truthful and factual information to  
your customers. Our experienced Customer  
Engagement Specialists are able to answer all questions 
your customers may have about their  agreements, as 
well as guide them through what they need to do and
when.

Throughout the engagement process, we gain honest feedback to allow you to 
understand each customer and how they feel about your services to improve 
the customer experience wherever possible.

We see the value in speaking to all customers, not just the ones who are an  
immediate potential sale. We nurture every customer throughout their 
agreement. 

By investing in the lifetime value and not just the renewal of  a car, 
we ensure no matter what, they return. We future  proof your 
customers from being lost to traditional  competitor marketing and 
contact strategies.



Our Technology.
The gateway to success.

Our bespoke platform provides full transparency of  everything 
that we do for your customers. From call  recordings and 
appointment insights, to a 360 view of each  individual customer 
profile; you and your sales team will have access to everything 
you need to maximise  success and deliver a quality customer
experience.

Our main Retain system is the brains behind everything we do. This is where  we 
manage all your customers, contact them, book appointments, and manage 
everything to do with your dealership. Regardless of the amount of  customers 
you have, our platform can service all types and sizes of  dealership.

The Dealership Portal is your gateway to what we are doing for you. You can
view customer’s details, listen to the calls we make, carry out appointments,
and view reports in real-time.



Customer Technology.
Not all customers like talking on the phone

At every step of the way, we provide your customers with 
industry-leading digital systems such as their Customer Portal, 
Self-Serve and Live Chat.

These systems are essential to maintain relationships with your customers. The 
more avenues we can connect with them, the better.

The Customer Portal allows customers to view all aspects of their agreement,
their mileage, their vehicle MOT and Tax, and can access the live chat to talk to
us directly.

The Appointment Self-Serve sends a link to the customer via either SMS, Live
Chat or Email, which allows them to access their appointment information at
any time. Here they can update, cancel or leave notes regarding their
appointment.



Qualifications & Sales
Our new Q&S system allows us to value the customer’s 

vehicle, then qualify them based on a new or used vehicle 
and their financial requirements, and finally; quote them.

This can all be done without having to physically see the 
customer.



Q&S: The Valuation
Don’t bring your car in - take some pictures.

When we deem that the time is right for the customer to renew 
their agreement, we will begin the process with a valuation of 
their current vehicle.

The customer will be sent an email outlining what is required for a valuation to 
be carried out. 

They will then go on to upload images of their vehicle, where you will then be 
notified that a new valuation is awaiting.

For you, its as simple as accessing this valuation, valuing the car based on the 
images and information provided, and inserting the valuation price.

Once the valuation is complete, we can move onto the Qualification stage of 
the process.



Q&S: The Qualification
Here are the vehicles available – take your time

Once the valuation is complete, we can start a qualification, 
where we will discuss the customers needs and requirements, 
and select 1 or more vehicles they are interested in.

The customer has the option to select either used stock, which is matched 
automatically to them, or a new vehicle. 

Once we select a vehicle, you would see a new qualification in your Dealership 
portal. 

At this point, (if agreed) you can take over the quoting process. 

We will use your current quoting system to generate a quote based on all 
information gathered so far. And will then go on to send this quote to the 
customer.



Q&S: The Sale
The easiest way to complete a sale.

Once we have completed all tedious processes for you, now is 
this time to actually sell the vehicle.

We will book an appointment for the customer to come in and finalise payment. 
At this point you can sell any additional products if applicable. 

If your dealership offers online transactions, and home delivery, you can opt to 
carryout an online appointment, so the customer never has to set foot in the 
dealership.

Once the customer has completed payment and delivery of the vehicle, we will 
start the retention process with the customer again, until their new agreement 
has ended.

This final process now gives us the ability to manage the customer’s agreement 
start to finish, rather than from start to finance review.



Renewing your customers into your used stock.

As part of the renewals scheme, we set up a bespoke system to scrape your website and get your used stock. We then 
use that information to show your customers what they could potentially move into.

Our systems calculate the customer’s current position and what they can afford, and SWITCH will show them used vehicles from your website which are 
closest to their current budget. 

The Customer Portal is where the customer will see SWITCH.

The Dealership Portal shows you a list of your current vehicles listed on SWITCH. 

Stock is updated once a day at 4am.  

SWITCH.



What SWITCH looks like.
Simplistic Design. Easy to Use. Powerful.

As only certain information can be scraped from your used stock 
page, our systems pull the most important data, and display it in 
an easy-to-read manner.

Your Dealership Portal will show you a list of vehicles and their status. If they have been removed
from your site, our systems will assume that the vehicle has been sold, and will timestamp it with 
a ‘Sold-Date’.
You can also see SWITCH in every customer’s prospect record, which will show you what vehicle 
they could switch into. 

Our internal system will show the same, so we have something to discuss with your customer. 

Each vehicle shown throughout our ecosystem contains a link to the full listing. This link will 
redirect you/the customer to your website, where they can read more about the vehicle.
Customers can also book an appointment to specifically discuss/view/test-drive a certain vehicle 
they saw on SWITCH.



Your Current Systems.
Simplistic Design. Easy to Use. Powerful.

Our systems have been developed from the ground up, meaning that we aren’t restricted by off-
the-shelf limitations. 

We have bespoke functions that will export data from 2 of the largest Management Systems, and 
transfer the data we need into Retain. 

Not using one of these systems? We can build custom integrations in whatever format you store 
your customer’s information in.

CUSTOM INTEGRATION



Ending Tracker.
Fully track your ending customers

We have developed an Ending Tracker which allows you to see 
what customers are ending in each month, if they have been 
appointed by us, and if they have dealt.

Our dealerships have used this tracker to send directly to the manufacturer, meaning less time 
going back and checking what happened to each customer for that period.

The ending tracker can be downloaded by month, quarter or year, to suit your reporting needs. 

EXCEL EXPORT



Knowledge Transfer.
Intelligence. Insight. The key to success.

We are continuously monitoring new technologies in the industry, along with 
the change in buying trends. Due to the vast amount of data we have access to 
across numerous brands, we have the ability to predict and proactively adjust 
our goals for your dealership.

We are specialists in giving in depth data relating to the true opportunities  your finance 
book gives you. We use this data to help identify what areas of strength and weaknesses 
your dealerships have. We use this insight to  share best practice and uncover training 
requirements. From a group  perspective we can clearly show you which dealerships are 
particularly strong or weak giving insight into where focus needs to be applied aligned to 
growth objectives.

We can also share insight into how many customers are going to settle,  renew, how 
many have incorrect details, when the best time/day is to  call, etc.



Pricing.
Our pricing structure is simple and a fraction of the cost that 
dealerships can typically expect in their efforts to deliver the 
same level of engagement to existing customers internally.

Weekly Investment: £100+VAT

Additional performance-based fees:
Cost per converted appointment (renewal/sale): £100+VAT
Price per unconverted appointment (attended): £20+VAT

All outbound engagement and communications (Calls, SMS, IM)

Management of all finance customer incoming communications

Customer portal access for customers

Appointment scheduling, confirmations and post attendance engagement

Dedicated and experienced team available 247, 365 days per year

✓
✓
✓
✓
✓
✓
✓

Access to Dealership Portal platform with real time activity insight

Campaign creation/management, in depth reporting and GDPR compliance



Retain Group are the most professional renewals specialist team we have 
worked with, they have an extremely good attention to detail and the 
information they provide to the dealership is always accurate and very 
informative. The team have a very easy to use diary system that allows us 
to communicate very efficiently and quickly so we can see 
more customers at any one time. I could not recommend them enough 
and they have made a huge impact into our dealership’s retention 
numbers. One thing they are very good at is the mid-term calls and 
communication with our customers, when the sales team are working in 
an extremely busy environment and do not always get the time to call 
their customers, the Retain Group step in and bridge that gap perfectly. 
Communication is always key in this industry and the planning the Retain 
Group put in to place to make sure enough customers are called to meet 
the appointment requirements, so we can convert enough people to hit 
our target, is brilliant. It’s a very smooth transaction and I know our 
renewal numbers would not be as good as they are without them.

“

”
Philip Wiles  Business
Manager



www.retain.group

T | 0118 324 6099
E | contact@retain.group

Contact Us

mailto:contact@retain.group?subject=Brochure%20Query/Demo
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