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As competition in the automotive industry 
rises – consumers are doing more educated 
research online – every opportunity to 
secure one’s business matters, which starts 
over the phone. A person calling your 
dealership isn’t shopping around anymore; 
he or she is buying. Since the phone is the 
first experience prospects have with your 
dealership, it’s how they perceive your level 
of customer service and determines if they’ll 
book an appointment.

However, during a recent study, Car Wars 
discovered:

On average, almost half of all callers 
to a dealership never reach someone 
who can help.

•

Furthermore, dealers place callers 
on hold or transfer calls 68% 
of the time, negatively affecting 
appointment volume. 

•

Sales and Service are operating with an 
immense blind spot – the phone. At the 
store-level, the lack of visibility into 
every call has led managers to settle 
for mediocre connection rates. At the 
group-level, executives and VPs are left 
guessing as to why some locations are 
generating less revenue than others. 

Dealers are missing out on untapped 
revenue originating from a poor phone 
experience.

THE PROBLEM
WITH THE PHONE?

WHAT’S

3 CAR WARS
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PHONE COSTING YOU?
WHAT IS THE

CAR WARS

THE AVERAGE GROSS 
PROFIT / UNIT SOLD IS 

$1,300

DEALERSHIPS RECEIVE 
BETWEEN 35-200 

APPOINTMENT 
OPPORTUNITIES/WEEK

THE AVERAGE DEALERSHIP 
FAILS TO REQUEST THE 
APPOINTMENT 76% OF 

THE TIME

WHEN ASKED, 88% OF 
PEOPLE ACCEPT AN 

APPOINTMENT!

35-200
APPT OPPS/WK

$1,300
PROFIT/UNIT

76% 88%

A DEALERSHIP DOING NOTHING TO IMPROVE ITS PHONE
PROCESSES COULD BE COSTING ITSELF AS MUCH AS

$2.3 MILLION
PER YEAR*

*Based on 50% show rate and 50% sold rate.

WANT IN? VISIT CARWARS.COM OR CALL 833-268-9402

DEALERS USING CAR WARS TO THE FULLEST EXTENT REQUEST APPOINTMENTS 3X MORE OFTEN
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The Communication Dashboard helps your team handle calls better and access customer 
conversations all in one place. As a call rings in – and also during the active call – Sales and Service 
phone handlers can see: a thread of previous calls, texts, and notes (with call summaries), customer 
info and a direct link to the CRM/DMS record, and the ability to join, listen in on, and coach live calls.

COMMUNICATION DASHBOARD

THE SOLUTION
CAR WARS:

HELP CUSTOMERS QUICKER

 11 FOLLOWERS

OPEN IN CRM(214) 555-1000Martin Park

SHOW MORE

Lewis Snyder
OB: Connected, Sales opp

8:05 AM

(214) 555-6000
Note: @Rick Tanner Could...

8:17 AM

(214) 555-5000
IB: I wanted to ask about...

8:27 AM

Ben Young
OB: Connected, Sales opp

8:32 AM

April Allen
OB: Answered

8:40 AM

(214) 555-4000
OB: Answered

9:21 AM

Jenna Hoctor
OB: Hi, got your message. In...

9:33 AM

(214) 555-3000
OB: Answered

10:14 AM

(214) 555-2000
OB: Connected, Sales opp

10:28 AM

Martin Park
Jack Paulson’s Agent Line

10:29 AM

All Convos

Search phone number

Kylie Williams
OB: Answered

7:32 AM

(214) 555-7000
OB: Connected, Sales opp

8:05 AM

Will Carson
Note: @Pam Daniels Can you...

7:32 AM

(214) 555-8000
OB: Answered

8:05 AM

(214) 555-9000
OB: Thank you for contacting...

7:32 AM

Ashleigh Tanner
OB: Connected, Sales opp

8:05 AM

Active Sales Opp
Ford F-150

@Bryce Kent Martin stopped by to visit the location.

Jack Paulson
August 9, 9:15 AM

Jack PaulsonAugust 9, 10:29 AM

Jack Paulson’s Agent Line Jack Paulson

LISTEN COACHJOIN

Your Number

We will call you at the number above.
You can listen in, but no one will be able to hear you.

START

Jack PaulsonAugust 9, 9:22 AM

Not connected

Jack Paulson’s Agent Line

0:00 3:12

Bryce Kent
Feb 11 1:22 PM

Jack Paulson

Text Message

August 9, 9:33 AM

Jack Paulson’s Agent Line
469-555-1000

Hi, got your message. In a meeting. Call me again in 
an hour.

CAMPAIGNSCommunication Dashboard

Car Wars tracks and records 100% of inbound and outbound calls at a dealership, reporting on how 
every call was handled, sending every opportunity seamlessly to CRM, and actively improving phone 
performance. Managing the phones shouldn’t be complicated or time-consuming. So we do the work 
for you. Car Wars dealers can expect to help customers quicker, do more with existing opportunities, 
actively improve phone performance, and gain comprehensive insight.
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67%

C

57%

Ri

25%

S

34%

P

WHAT IS CRISP?

45.8 %
TOTAL

FORD OF WILLIAMSTOWN SCORES

CALL DATA

INBOUND

OUTBOUND

423
TOTAL CALLS

283
CONNECTED

132
SALES OPPS

75
REQUESTS

19  FIRM

48  SOFT

8  NOT SET

851
OB LIVE CONVO

403
OB VEHICLE CONVO

75  SET

133  NOT IN MARKET

215  STILL IN MARKET

6,615
TOTAL CALLS

Dashboard

Search For A Call

Dialer

Support

Pursue Box

Resources

Configuration

Car Wars Reports

Go To Car Wars Service

Logout

Rick Tanner
Ford of Williamstown

Aug. 7 - Aug. 14

Sentiment Detection uses artificial intelligence to analyze callers’ tone 
of speech, cadence, rhythm, and volume. If we identify a potentially 
dissatisfied caller, we’ll send an email alert to Service Managers so they 
can reach out to the customer and secure CSI scores.

SENTIMENT DETECTION

Sentiment Detection Dissatisfied Caller Alert
We detected a potentially dissatisfied caller on 
this call. Listen to the call to determine if a follow 
up is needed.

Mail 3m ago

Monday, August 14
9 00

Get a clear picture of how your team is doing in each CRISP metric: Connect, Request and Invite, Set, and 
Pursue. Check out pg. 13 to see more on CRISP.

DEALERSHIP CRISP REPORT



Be alerted via text or email when an opportunity needs your attention, along with important details, 
including a high-level recap, who handled the call, agent talk time, the marketing source, and a link to 
open the customer record in CRM or DMS. 

Car Wars integrates with every CRM to help dealers manage their work flow out of one location. We 
push phone ups into your phone bucket/call tracking bucket and assign them to agents, so every 
lead can be reviewed and capitalized on. Our click to call integration connects opportunities and call 
conversions in the most actionable way possible, in just one click.

DEEP CRM INTEGRATION

DO MORE WITH EXISTING OPPORTUNITIES

MISSED OPPORTUNITY ALERTS

Dashboard

Search For A Call

Dialer

Support

Pursue Box

Resources

Configuration

Car Wars Reports

Go To Car Wars Service

Logout

Rick Tanner
Ford of Williamstown

22 Outstanding Pursue Opportunities 1 OF 3

Pursue Box SEARCH ALL CALLS

Bryce Kent

CUSTOMER INFO OPEN IN CRMCustomer Data
Customer Number: 214-555-1000
Customer Name: Mike Allen
Event Status: Open Lead

Call Recap Call Transcription

Caller is interested in a Ford F-150 stock #18620 and  asked for availability. Caller talks about his vehicle preferences regarding 
specs, features and color. Agent says he will check the available of the vehicle and call him back. 

Website 469-555-1000 (ext. 3)
Connected, Sales opp, No appt request

Ford of Williamstown

0:00 2:23

Call Coaching

7 CAR WARS



Rick Tanner
Ford of Williamstown

SEARCH FOR A CALL

Call Type

Call Outcomes

Keywords

Appt Booked - Firm

INBOUND

Appt Booked - Soft

Appt Not Requested

Appt Not Set

Connected

Appt Opportunity

Not Connected - Hung Up On Hold

Not Connected - Left Voicemail

Not Connected - Live Message Left

Not Connected - No Message Left

08/07 - 08/14

ADD CUSTOM KEYWORD

Unassigned Calls

Andrea Roberts

Josh Malcom

Chris Carter

Carly Henderson

Patrick Peterson

Richard King

Ryan Waters

Tom Eggins

Bethany Ryan

Bryce Kent

Brock Matthews

Phoebe Lane

Agent name

(1 selected)Agents

INBOUNDALL OUTBOUND

Connected

OUTBOUND

Appt Not Set

Appt Set

Any Of These Words

All Of These Words

Enter words comma separated

Enter words comma separated

Customer phone number

FIND CALLSAdvanced Options

Ex. ford eff won fiftee

Ford F-150

Add Custom Keyword

Add a New Word *

Word Sounds Like...

Your Created Keywords

ADD KEYWORD

Dashboard

Dialer

Support

Pursue Box

Resources

Configuration

Car Wars Reports

Go To Car Wars Service

Logout

Search For A Call

8 CAR WARS

Want to optimize your business strategy and know how many customers are calling in for a particular 
service, piece of inventory, or unit? Keyword Search can help. Filter through transcribed, connected Sales 
and Service calls for specific keywords.

KEYWORD DETECTION AND SEARCH



Attribute every Sales and Service phone call from 
your website to the referring source, keyword, or 
digital campaign that led to it, and drill down to 
the sets of keywords that drove both website and 
mobile phone calls.

From each ad source, see if calls were generated, 
how many were true opportunities and if they 
resulted in booked appointments. 

TRACKING LINE SUMMARY

GAIN COMPREHENSIVE INSIGHT

WEBSITE CALLS

Rick Tanner
Ford of Williamstown

TRACKING LINE CALLS DATA

Tracking Line Calls Unique Connected MinutesUnique OppsSales Opps Avg. Duration

BRIDGE/EXTENSION TOTAL DATAINDIVIDUAL TRACKING LINE DATA

3:54838164Main Line   214-555-0000 9298126214

New Car Sales 426899 82 4:1241546

Used Car Sales 303564 49 4:2728535

Commercial Sales 262351 31 2:4213811

Website Sales   214-555-1000 3:5539790 475270101

Rick Tanner’s Agent Line   214-555-2000 3:20390515872117 89

Google Search Ad   214-555-3000 3:4027222235174 61

Bryce Kent’s Agent Line   214-555-4000 3:1126810133684 49

Total 3:36433222244

Appts Booked

33

13

12

8

9

10

9

5

66355590 453

Dashboard

Dialer

Support

Pursue Box

Resources

Configuration

Car Wars Reports

Go To Car Wars Service

Logout

Search For A Call



For call converstions from sessions that were not tagged with UTM 
variables, custom variables, or through Google Ads.

Top Organic Sources

direct doman 54

google 53

ford.com 12

duckduckgo.com 9

bing 7

9 CAR WARS
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Car Wars is redefining Mystery Shop Reporting by providing a customized set of questions tailored 
to dealerships’ needs. These are available for every Sales opportunity call throughout the month, 
rather than limited sample sizes. Car Wars’ Mystery Shop reporting is based on authentic interactions 
between agents and unique customers, ensuring accuracy and reliability, as opposed to simulated 
mystery shop calls.

MYSTERY SHOP SCORECARD

Unsubscribe
© Car Wars 2021 | 8080 Park Lane, Suite 550, Dallas, TX 75231

1. Was the customer’s trade in vehicle discussed on the call? 60% (178/294 Calls)

2. Did the primary agent on the call introduce his/herself by name? 95% (281/294 Calls)

3. Did the primary agent mention an incentive, promotion, or hook? 76% (225/294 Calls)

4. Did the agent confirm if a vehicle was in stock? 72% (213/294 Calls)

5. Did the agent mention alternative new or preowned vehicles? 62% (184/294 Calls)

Mystery Shop

Williamstown Auto Group
Sales

69%
Williamstown Ford (63%) Williamstown Mazda (69%)
Williamstown Kia (70%) Williamstown Subaru (71%)
Williamstown CDJR (72%) Williamstown Hyundai (65%)
Williamstown Toyota (66%) Williamstown Chevrolet (75%)

01/01 - 01/31



CRISP Phone Training certifies your Sales and Service agents, ensuring your team excels on the phone 
and consistently provides a positive customer experience. CRISP Phone Training also includes Call 
Coaching, which provides expert coaching notes powered by large language models on inbound and 
outbound calls specifically trained around Car Wars’ CRISP methodology and appointment-booking 
best practices.   

CRISP PHONE TRAINING

Rick Tanner
Ford of Williamstown

Dashboard

Dialer

Support

Pursue Box

Resources

Configuration

Car Wars Reports

Go To Car Wars Service

Logout

Search For A Call

Your Dealership

CRISP CERTIFICATION

34 Coached Calls Last Month

75.3%
CRISP Certified Users

18 13 618 13 6

    What do the CRISP Certification statuses mean?ACCESS CRISP TRAINING

    Request, Set/Invite, and Pursue Scores are updated monthly on this report and reflect prior month.

Rick Tanner Automotive Sales Manager CRISP Certified 87 91 100

Dan Turner Automotive Sales Agent Recertification Needed 79 86 36

Erin Day Automotive Sales Agent Training Incomplete 43 87 96

Agent Role Certification Status
Request 

Score
Set/Invite

Score
Pursue

Score

SERVICECALLSSALES

11 CAR WARS

Ford of Williamstown

Bryce Kent

CUSTOMER INFO OPEN IN CRMCustomer Data
Customer Number: 214-555-1000

Website/Listings January 2024 214-555-000 Sales (ext. 1)
Connected, Sales opp, No appt request

Call Recap Call Transcription

0:00 2:23

Call Coaching

﻿﻿On this call you did a good job of welcoming the caller and getting their name. Here are three things that you could improve:

﻿• When the caller asked how long it would take to get the vehicle, you did not use that as an opportunity to invite them in for a test 
drive or appointment. You could have said something like “I don't have an exact date on when it will arrive, but I have some similar 
vehicles available now that you're welcome to take a look at. What dates work best for you to stop by?"

﻿• You did not ask for any contact information beyond their phone number. Getting the caller's email and confirming how to spell 

Call Coaching

﻿﻿On this call you did a good job of welcoming the caller and getting 
their name. Here are three things that you could improve:

﻿• When the caller asked how long it would take to get the vehicle, 
you did not use that as an opportunity to invite them in for a test 
drive or appointment. You could have said something like “I don't 
have an exact date on when it will arrive, but I have some similar 
vehicles available now that you're welcome to take a look at. What 
dates work best for you to stop by?"

﻿• You did not ask for any contact information beyond their phone 
number. Getting the caller's email and confirming how to spell their 
name would allow you to follow up more easily.

﻿• There was no verbal commitment secured for a specified date and 
time for a next step like a test drive or meeting with a sales 
manager. Using questions like "Does tomorrow at 3pm work for 
your schedule?" helps move the conversation toward a firm 
appointment.



INBOUND AND OUTBOUND STAFF ACTIVITY

Rick Tanner
Ford of Williamstown

STAFF ACTIVITY Auto Refresh ONOFF

#%

Agent

David Allen 873

Total
Outbound

499

Unique
Outbound

116

Live
Convo

53

Vehicle 
Appt 

Convo

10 | 19

Appts
Set

(Firm | Soft)

1:09

Avg.
Talk Time

2

Sales 
Opps 

Claimed

2

Appt
Requests

0 | 1

Appts 
Booked 

(Firm | Soft)

Wendy Miller 843 434 76 13 4 | 4 1:09 10 8 3 | 4

Adam Klein 685 331 73 20 1 | 2 1:05 1 1 1 | 0

Mike Cannon 644 429 76 7 1 | 1 1:21 5 4 2 | 1

Amy Graham 611 370 95 17 2 | 3 1:00 8 4 1 | 2

Ben Mitchell 311 120 46 7 1 | 1 1:04 1 1 0 | 1

Chad Williams 292 87 20 12 3 | 0 0:53 13 5 1 | 3

Bryce Kent 278 107 24 14 1 | 0 1:00 2 2 0 | 2

Nicole Lewis 266 148 46 33 3 | 5 1:14 4 2 1 | 1

Tim Browning 259 132 8 5 1 | 4 0:49 11 6 1 | 4

Chris Deckers 245 111 19 7 2 | 1 0:52 5 3 2 | 0

Cody Clifton 244 124 31 17 4 | 1 1:28 1 1 0 | 1

OUTBOUND INBOUND

Car Wars Sales (default)TEXTSCALLSCALLS

Dashboard

Dialer

Support

Pursue Box

Resources

Configuration

Car Wars Reports

Go To Car Wars Service

Logout

Search For A Call

12 CAR WARS

Here is where you can filter by each dealership group, and also click on the hyperlinked calls to listen 
to and provide feedback. Get a holistic view of who’s performing well on the phone and who has 
room to improve. Car Wars also allows you to gain insight into each agent’s inbound and outbound 
texting performance on the texting portion of the Staff Activity Report. Dive into their texting efforts, 
as well as their response time to customers’ texts within a customizable response threshold.
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Rick Tanner
Ford of Williamstown

CAR WARS GROUP ACTIVITY

Dealership

Holly Ford

Ford Eastfield

Ford East Country

Santa Cruz Ford

Pacific Ford

Ford Atlantis

Ford Pacific

Ford of Westen

West Ford

Connected

265

220

231

175

61

210

74

102

193

Sales Opps

157

151

153

81

25

109

45

49

89

Appt. 
Request

96

73

109

39

16

54

19

10

47

Firm Appt.

28

23

43

11

8

19

4

3

18

Outbound 
Calls

2983

2098

2439

7442

488

2451

668

1281

1961

Outbound
Connected

719

428

435

890

181

668

149

310

431

Outbound 
Vehicle 

Conversation

557

305

334

612

128

395

122

225

312

Outbound
Appt. Set

61

34

53

74

16

50

19

24

46

% # Spreadsheet

Aug. 7 - Aug. 14

 Enterprise Reports

Dashboard

Dialer

Support

Pursue Box

Resources

Configuration

Car Wars Reports

Go To Car Wars Service

Logout

Search For A Call

Gain insight into every store’s performance across the board in just one glance.

ENTERPRISE REPORTING

ACTIVELY IMPROVE PHONE PERFORMANCE



22 Outstanding Pursue Opportunities 1 OF 3

Pursue Box SEARCH ALL CALLS

Unknown

CUSTOMER INFO OPEN IN CRMCustomer Data
Customer Number: 214-555-1000
Customer Name: Kyle Miller
Event Status: Open Lead

Call Recap Call Transcription

0:00 1:30

Website 214-555-2000 (Ext. 2 Sales)
Not connected - left voicemail message

Thu, Aug 10 - 8:57 AM Ford of Williamstown

Hi this is Kyle Miller. I am interested in the Ford Escape stock #13579 on your website and I was 
wondering if it is still available? I’d like to come in this Saturday for a test drive if you still have it in stock. 
Please give me a call back. My number is 214-555-1000. Thanks.

Customer: 

Call Coaching

Powered by artificial 
intelligence, calls 
are transcribed and 
dropped into call 
details in an easy-to-
read, conversational 
format.

CONVERSATIONAL 
TRANSCRIPTIONS



Request & Invite

100%
34 Requests Appointment Opps/34

100% 22 requests
/ 22 Appt Opps 100% 12 requests

/ 12 Appt Opps

Request Rate

Set

73%
25 Firm Appointments Appointment Opps/34

72% 16 requests
/ 22 Appt Opps 75% 9 requests

/ 12 Appt Opps

Firm Appt Booked

6 Soft Appointments

Pursue

34%
157 Dialed

OB Calls Connected

73 Connected

1 Vehicle Convos 0 Set Appointments

Status of vehicle

Recent visit

Confirm appointment

Invitation

Other

Types of OB Calls

Connect

34 Appointment Opps /82 Calls Handled

Talk Time

Agent    49% 51%    Caller

Lisa Port
Automotive: Salesperson

Lisa Port 08-07 - 08-14 GO



Both managers and agents can receive daily 
reports, showcasing agent stats from the day 
prior. 

Users can compete on a group-wide and store-by-
store level through Car Wars’ CRISP reporting. The 
platform matches up Car Wars dealerships across 
the country in head-to-head phone performance 
battles.

GAMIFICATION

AGENT PERFORMANCE REPORT

Pursue97% 58%

Set45% 35%

Request42% 40%

Connect77% 55%

Total65.25% 47%

Town North Toyota Village West Fordvs

Town North Toyota vs Village West Ford
August 21, 2023 - August 28, 2023

1

Rick Tanner
Ford of Williamstown

 Enterprise Reports

Dashboard

Dialer

Support

Pursue Box

Resources

Configuration

Go To Car Wars Service

Logout

Search For A Call

Car Wars Reports

14 CAR WARS
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Our machine learning model, which identifies who handled each Sales and Service call, gives you 
regular insight into agent phone performance. Our data points detect customer gender, agent 
handling history, agent active status during the time of the call, agent department/classification, and 
name-based keyword detection.

VOICE RECOGNITION

CRISP is a simple but effective philosophy Car Wars created that includes all the essential elements of 
a successful phone regimen.

Get your callers connected with a qualified agent. 
Make picking up the phone a priority and never 
leave a caller stranded.

Request the appointment on every call and Invite 
the caller into the dealership for a test drive.

Agree to a specific date and time and confirm 
with a reminder.

Reach out to established customers and new 
leads, rescue stranded calls and save missed 
appointment opportunities.

CONNECT

REQUEST/INVITE

SET

PURSUE

CRISP: OUR PROVEN METHODOLOGY

22 Outstanding Pursue Opportunities 1 OF 3

Pursue Box SEARCH ALL CALLS

Bryce Kent

CUSTOMER INFO OPEN IN CRMCustomer Data
Customer Number: 214-555-0000
Customer Name: Steve Williams
Event Status: Open Lead

Call Recap Call Transcription

Caller is interested in a 2020 Ford F-150, stock #90345 and asked for availability. Caller talks about his vehicle preferences 
regarding specs, features, and color. Agent says he will check the availability of the vehicle and call him back. Call ends.

Website 469-555-1000 (ext. 3)
Connected, Sales opp, No appt request

Mon, Mar 28 - 10:00 PM Ford of Williamstown

0:00 4:23

Call Coaching





SUCCESS STORY
CAR WARS USER
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A Car Wars dealership implemented Voice Recognition, Car Wars’ artificially intelligent lead 
assignment solution, in November to improve CRM lead assignment and manage leakage in their 
phone bucket. The dealership saw an immediate 78% increase of Sales calls assigned, and, 
consequently, drove outbound call volume up by 25% – within the first month.   

VOICE RECOGNITION BOOSTS OUTBOUND ACTIVITY BY 48%

*Before Voice Recognition was enabled at the dealership.

THREE-MONTH IMPROVEMENT (OCT* – DEC)

By automating CRM lead assignment with Voice Recognition, the dealership captured 99% more of 
the potential revenue opportunities that were previously leaking! Agents took greater ownership 
and accountability to ensure leads were handled, which led to a boost in outbound activity. The 
result: more appointments booked, and, ultimately, more cars sold. 

Captured 99% more opportunities!

300

1600

150

200

250

100

50

1650

1800

1750

1700

2000

1850

1900

1950

2050

BEFORE MONTH 3MONTH 1

Outbound calls 
skyrocket by 

48%!

Leaking revenue!280

1605

63

2

2025

OUTBOUND CALLS PHONE UPS NOT LOGGED IN CRM

When phone-ups 
get logged in CRM, 

proper follow 
up occurs and 

outbound activity 
increases!



The goal of Car Wars is to help you stay laser-focused on the most critical phone metrics that 
affect sales and customer experience. Here’s how we do it. 

INSIGHT
Every inbound and outbound 

call at a dealership is 
tracked and analyzed by 

human reviewers for overall 
performance.

ACTION
Data-driven opportunities 

are identified for new 
processes and tangible 

improvements in the caller’s 
phone experience.

CONTINUOUS FEEDBACK
Trend-based strengths and weaknesses 

are tracked consistently. Culture of 
accountability takes hold.

21

3

CAR WARS’ FEEDBACK LOOP WILL:

Serve as a cloud-based solution that 
requires no hardware installation.

Listen to and recap 100% of your 
inbound and outbound calls, not 
just a sampling.

Provide CRISP reporting with 
complete insight into what’s 
happening on the phone.

Pinpoint which marketing sources 
are converting to calls and booked 
appointments so you can optimize 
ROI.

Ensure calls are quickly reviewed and 
alert you when a potential missed 
opportunity needs your attention 
with customized email alerts.

Give detailed phone performance 
reporting, broken down by individual 
agent and location.

18 CAR WARS

CONTINUAL IMPROVEMENT
FOR YOUR TEAM


