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Inventory shortages have arguably become 
one of the top challenges in the automotive 
industry over the past few years. Dealers are 
turning away Sales opportunities left and 
right because the specific car the buyer called 
in about isn’t sitting on their lot. Just because 
the 2022 Ford F-150 with a black exterior, 
black leather seats, and all the extra bells 
and whistles isn’t in your current inventory 
doesn’t mean you can’t help the customer 
find their dream car. It’s time to get creative 

on solutions to overcome these challenges.  

While the new “normal” of inventory concerns 
may not last forever, it drives the perfect 
opportunity to take a step back, evaluate the 
performance of your Sales team, and go back 
to the basics – the phone. Now is the time to 
rebuild your phone handling processes to 
conquer the inventory shortage and prepare 
your staff for when the tides turn.

Take Advantage of Video Selling and 
Online Appointments  PG 64

Hone in on Your Service Department with 
a Rise in Demand for Servicing Vehicles  PG 53

Organize Calls to Create a Strong Phone 
Handling Foundation  PG 42

Get Creative to Overcome the Current 
Inventory Challenges  PG 31

5 Utilize Keyword Search to Find Prime Sales 
and Service Opportunities  PG 7

+ FREE WORD TRACKS FOR YOUR SALES TEAM TO USE
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Dealers have had to find ways to sell cars 
while their lots are empty and have been 
forced to become resourceful despite difficult 
roadblocks these past few years. Not only is 
inventory low, but many customers stray 
away from purchasing cars now, in hopes that 
the vehicle market improves. This has been a 
struggle for many dealerships to overcome. 
Stop relying on trade-ins and manufacturers 
and start getting creative to sell cars before 
they even get to your lot.  

Build Your Own Car  

Help customers visualize different trim levels, 
interior colors, and packages through an 
assortment of vehicles on your lot. You may 
not have the exact car they are looking for, 
but you can show them each piece on a 
different vehicle to help them visualize how 
it will look together. For example, if the trim 
level they want isn’t available on the car they 
are searching for, show them a similar trim 
level in a different vehicle. Now they can test 
drive the car, see every customized piece 
they want on different models, and order the 
car of their dreams. Instead of saying “no, we 
don’t have the car you’re looking for,” tell them 
the variety you have, offer an appointment, 
and sell them on building their own car over 
the phone.  

Don’t Sell Your Last Car  

Keep your most wanted, popular vehicle on 
your lot and refuse to sell it. Even if a customer 
comes in offering more than the asking price, 
do not give your last car away. Instead of 
selling that one vehicle, you can now sell it 
over and over again and make orders per 
customer requests. Instead of just selling one 
car, you’re now selling multiple cars through 
that original car. This is a win-win for you and 

your customers because they are able to 
come and test drive a make and model that 
is hard to find, and you are driving in new 
customers and making more revenue off one 
car. Be proactive and make outbound calls to 
let customers know you have a popular car 
for them to come in to test drive.   

Virtual or Augmented Reality  

Virtual and augmented reality have become 
increasingly popular as inventory has 
decreased. Not only will customers be ‘wowed’ 
by the technology your dealership showroom 
is using, but also able to see every feature of 
the car they are about to purchase. Many 
customers object to purchasing a car without 
seeing every detail of its interior and exterior 
together, so with virtual or augmented reality, 
you’re able to sell cars you don’t even have on 
your lot. You can offer virtual test drives and 
walk-arounds in the showroom if you don’t 
have the vehicle in stock to help make the 
customer’s experience even greater. You can 
give the same experience on your website by 
offering a 3D walkthrough of vehicles they 
can order through your dealership.

GET CREATIVE
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Why are we categorizing calls? Why is it 
important to filter everything that is coming 
in when we are selling all our inventory  
within days?

First, you can’t manage what you can’t 
measure. If you are getting a lot of phone 
calls and don’t know what’s happening on 
those calls, how are you going to improve? 
If your ship had leaks and water coming in, 
you wouldn’t ignore it and let your ship sink. 
You would go under your ship to fix the holes. 
The vast majority of dealers are overwhelmed 
with calls. They are either doing nothing 
about it, or they are searching through the 
CRM and receptionist’s notes to find that half 
of the calls weren’t logged. By managing and 
organizing calls, you can have reports of calls 
not answered, callers who hung up on hold, 
callers who never booked an appointment, 
and much more to ensure you aren’t losing 
valuable leads.  

Second, inventory challenges won’t last 
forever. It is time to hone in on your phone 
handling foundation to prepare your agents 
for what’s to come. The tides will change, 
and inventory will be flooding into your 
dealership. If you aren’t prepared, your staff 
will struggle to sell. You likely already have 
processes in place to reach out to internet 
leads immediately by making them stand out 
with bright colors in your CRM. You may have 
processes in place to have a manager track 
down someone who came to browse your 
lot for a last attempt to sell them the car. 
However, most dealers don’t have a process 
like this in place for the phones. Over the past 
year, there has been a 15.23% increase 
in call volume per dealership location. 
The amount of phone calls to dealerships 
are growing; prepare now by organizing the 
flood of calls. 

ORGANIZE CALLS
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Jun 6. - Jun. 13, 2022
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Invest in your communication infrastructure, 
especially in your Service Department. 
Your communication infrastructure is the 
backbone of your Service Department as it 
determines a customer’s first impression of 
your dealership when they call in to book 
a Service appointment. Many dealerships 
have advanced communication systems on 
the variable ops side with high-tech tools 
used to sell more cars, but they leave archaic 
infrastructure on the Service side. This 
makes for a potentially poor experience for 
customers. You may not feel that pain right 
now because every dealership’s Service bays 
are booked out for weeks. The problem is you 
turn away lifetime customers. You won’t feel 
that pain in the short term, but in the long 
term, you lose loyal Service customers and 
even potential Sales customers.  

Common Scenario:  

Steve called ABC Ford’s Service Department 
because his transmission went out. ABC Ford 
is where Steve bought his car a few years ago, 
and it is only two miles from his house. However, 
after his call was routed through Sales and 
Parts before reaching Service, and then having 
to repeat his inquiry to two different Service 
advisors just to be hung up on while on hold, he 
decided to take his business elsewhere. While he 
was nervous to go somewhere new, ABC Ford’s 
call routing and phone handling processes 
were subpar. He couldn’t even get through to 
the Service drive, so how would they help fix his 
transmission? Now, the other dealership is not 
only the first place he calls to service his vehicle, 
but also his wife’s go-to dealership, and where 
he will go to purchase his next car.  

Having a solid communication infrastructure 
means having processes in place for agents 

to follow around hold times, communicating 
over text, responding to customers never 
helped, and warm transfers. It also means 
having proper routing profiles, multi-rings, 
phone menus, and other telephony systems 
set up to ensure every customer is efficiently 
transferred to someone who can help. This 
is important because you need to have a 
strong foundation in communication in 
order to provide a quality experience for 
your customers.  Furthermore, cloud phone 
systems can help with setting up efficient call 
routing and a customized experience while 
on the go so you can provide customers with 
a great experience anywhere. Finally, insure 
you have a texting provider that integrates 
smoothly with your CRM and call tracking 
provider for a seamless communication 
experience.

HONE IN ON SERVICE
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Inevitably, some customers will have 
objections to coming in for a test drive. A 
common objection to coming in for a face-to-
face appointment is living a significant distance 
from the dealership and being aware that 
the car buying journey may require multiple 
visits. Other objections may be based on 
competitor’s prices for similar vehicles, relying 
on a friend or family member’s schedule, or 
still straying away from in-person meetings. 
Whatever their reason may be, having video 
tools to showcase vehicles to customers 
holds a lot of value. Customers are trying to 
gauge if they want to spend their time and 
money at your dealership. They don’t want 
to waste their time if you’re not giving them 
a great experience and helping them find a 
vehicle that is suitable for them.  

The big pitfall we find with video selling 
is agents getting stuck in the order taker 
mentality and passing over setting a video 
appointment after a customer expressed 
interest in a vehicle on your lot. Setting 
video appointments needs to be treated 
the same as an in-person appointment. If a 
customer finds a Jeep Wrangler on your lot 
calls you about the vehicle, stray away from 
the response, “Yeah, I got the car. Here is a 
photo. Come on down if you want to look at 
it.” Put processes in place for the long term 
and not just the short term to keep them as 
lifelong customers. Instead, try saying “Let’s 
set up some time today for a video call where 
I can walk you through the Jeep. Does today at 
4 pm work for you and is this the appropriate 
number I can give you a FaceTime call for our 
video appointment?” Then, if they still object, 
send them a personalized video specifically 
for them of the Jeep Wrangler.  

While you may have ten more people call 
in about that Jeep the same day, don’t try 
less on these customers because they are 
less convenient. Instead of sitting back and 
waiting for the car to sell on its own, schedule 
a video appointment with these customers. 
The customer giving commitment to you 
means time they are not committing to one 
of your competitors. Even if they don’t get 
that specific car, they may come back to you 
in the future. Time spent with you is time 
not spent with a competitor, even if it is 
a video appointment. 

VIDEO SELLING  

Common Question on Video Selling  

“Does training people to sell digitally make sense 
with the current market?”

You need to be prepared to meet people 
where they are. Yes, most people are still 
coming in to buy their cars, but many 
customers’ journeys start with a video 
appointment or phone call which can lead 
to them coming in. You need to have video 
appointments and virtual offerings as an 
option, be flexible to meet people where 
they are, and be prepared to hear objections 
to face-to-face visits on the phone. Don’t be 
caught off guard when a customer has an  
in-person objection. It is still important to 
train staff to sell digitally so you can create 
lifetime customers and give a positive 
customer experience.
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Keyword Search has practical strategies for 
your Sales and Service Departments. It can 
be used as a tool to find opportunities that 
may have been missed or turned away for 
various reasons. Artificial intelligence can filter 
transcripts to find callers who had mentioned 
certain vehicles, services, or times available 
to capture the best leads and optimize your 
time to increase revenue.  

Sales 

Keyword Search is completely customizable. 
You can search for anyone who called in 
about an F-150 or Honda Civic or mentioned 
Saturday afternoon. If you know you have 
new inventory coming in, you may not be 
worried about it selling with the current high 
demand for cars, but you do have people 
calling in about it. Now you can filter through 
these callers, ask questions about their wants 
and needs in a vehicle, and find them a good 
alternative. If you have used inventory that 
isn’t selling, you can search for that car’s 
perfect owner. Once inventory starts flowing 
in later down the line, you can look at past 
customers and find callers who fit those cars’ 

needs when they weren’t fulfilled with your 
current inventory. Customers who choose to 
service their cars and hold on to them as long 
as possible are then going to be perfect Sales 
opportunities, and you can search through 
your calls to find them. Just because you 
don’t have the exact car, doesn’t mean they 
don’t have the need for a similar type. This 
is when you can steer buyers toward your 
used inventory that may be aging on your 
lot or ask qualifying questions to find them a 
car in the future.  

Service  

What kind of ROs are you turning away? You 
know the type of ROs you want to have at 
your dealership. You may specifically want to 
talk to customers about their check engine 
light that has come on because they tend 
to be higher grossing ROs. With Keyword 
Search, you can find all the calls that mention 
a check engine light and give those customers 
a call back to get their appointment booked 
on their potentially high-grossing RO, instead 
of filling your bays with oil changes and 
inspections. 

KEYWORD SEARCH  

Connected, Sales opp, No appt request Alex Hirsch
51% Talk Time

CUSTOMER INFO OPEN IN CRM214-555-0000

Website 469-555-1000 Ext 3

00:00 03:16

Recap By Human Reviewer

Human review: The customer was calling to: ask about the availability of a 2020 Ford F-150. The agent tells the customer: he 
needs to check on the availability of the vehicle. The result of the call was: The agent will call him back after checking on the 
availability of the vehicle.

Ronald Young

Keyword detected: F-150
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WORD TRACKS

Prepare your team with word tracks to use 
over the phone when inventory is discussed, 
and you do not currently have the vehicle on 
your lot.  

Clarify what you are going to do for them. 

“I am going to check the availability of that 
_____(vehicle) and while I do that, I’ll check to 
see what else we have available that’s similar.” 

While I look that up... 

“How familiar with the _____ (vehicle type) are 
you?” 

Prepare qualifying questions to understand 
if another option will fulfil their needs.

• Where are you located? 

• How quickly are you planning on making 
a decision?  

• What are you interested in/open to 
based on availability?  

• How are you planning to pay for it? 
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WORD TRACKS

Word tracks to educate and differentiate: 

“As you may know from your research, there 
are a lot less _____ (vehicle type) available on 
the market because _____ (manufacturer) had 
to slow down production. As a result, there’s 
a lot more demand, which means great deals 
are harder to find.” 

“So just out of curiosity, if I could help you 
find a great deal on a ______ (vehicle type) with 
maybe a different color, would you be open 
to that?”   

Word tracks for pricing objections:  

“My job is to make sure you get the right 
vehicle you want and when you’re here 
you can work with our managers on pricing 
and budgets. We’re not going to lose your 
business over a few hundred dollars. I have 
a priority test drive at ___ or ___. Which would 
you prefer?” 

“That vehicle is priced to sell, and I don’t 
anticipate it will be available past this 
weekend. The best thing to do is have you 
take a look at it, make sure it’s the right fit, 
and we’ll work through all of the pricing with 
you when you are here. I have a priority test 
drive at ___ or ___. Which would you prefer?”
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Inventory shortages have been a tough hurdle for 
dealerships to overcome. While it may not last forever, 
inventory is a current challenge, and you need to get 
creative to jump the hurdle and stay above competition. 
Selling cars may be easy now, but when the tides 
turn, and new inventory is flowing in, you need to be 
prepared. Take the time now to go back to the basics 
and prepare your agents for success over the phone.  

 
Car Wars can help you by providing:  

• Transparent insight into 100% of calls in both 
Sales and Service

• Seamless integrations with major CRMs to better 
manage important leads

• Insight to marketing efforts and spend

• Solutions like key word search to quickly filter 
calls and optimize your time 

• And so much more!

 

ARE YOU READY TO OWN THE PHONES?

https://www.carwars.com/home/

GET YOUR DEALERSHIP  
TO OWN THE PHONE 
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