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TRADE-IN LEAD

INTERNET SALES PROGESS

Stauning Solutions Group

21-Day Trade-In Lead Internet Sales Process

The Trade-In Lead Internet Sales Process is the basic process
recommended for all trade appraisal form leads and requests.

Because this process includes text message templates, DEALERS
SHOULD CHECK WITH THEIR OWN LEGAL COUNSEL BEFORE
IMPLEMENTING ANY PART OF THIS PROCESS TO ENSURE THEY
REMAIN COMPLIANT WITH ALL LAWS AND REGULATIONS,
INCLUDING THE CAN SPAM ACT AND THE TCPA.
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This process has one goal; that is to drive a reconnection with a
prospect who submitted a trade lead. Stauning Solutions Group
client data shows that most trade lead prospects believe the
value your online trade form provided is too low - remember this
as you attempt to reconnect.

Other Important Reminders:

e Emails sent after the first ten days are rarely opened by
previously non-responsive prospects, and those that are
opened must provide extremely compelling reasons to drive
a reconnection to have any impact on prospects.

e Stauning Solutions Group client data shows phone call
attempts to non-responsive prospects after the first few days
provide no meaningful return on effort.

e Sending emails after the first three weeks greatly increases a
dealer’s chance of being labeled a spammer (without

generating enough necessary reconnections to offset this
risk).

e Virtually no dealership employees successfully comply with
the aggressive call schedules in longer processes.

e Focusing on a trade prospect’s vehicle of interest shows no
measurable return on effort. Most trade forms require the
prospect to choose a replacement vehicle; yet many of these
prospects merely want a value for their current vehicle.

The Process

If contact with the prospect is made at any time in this process,
stop the process by changing the prospect’s status and/or
assigned process in your CRM.
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Day 1- Lead arrives in CRM; Auto-Response Fires; Review lead
completely

Day 1- Phone Call(s) - the first call should be made as soon as
you've read and understood the customer’s needs (with a goal of
5 minutes and a maximum acceptable time of 15 minutes). If the
lead arrives early enough in the day, at least one additional phone
call (utilizing DIFFERENT voice mail messages) should be made.
Successful dealers will make up to 3 calls in the first day, when
possible

Day 1- MANUAL TEXT - Sent from the CRM, & TCPA compliant

Day 1- FIRST MANUAL email - Manually send FIRST Day 1 email
template (“Is This Correct”)

Day 1- SECOND MANUAL email - Manually send SECOND Day 1
email template - include hand-typed answers to any questions
asked from comments. This is a personalized note about what the
customer did/wants/etc. in real terms to the customer.
Additionally, if the lead source is a brand name (like Kelley Blue
Book or TrueCar) be sure to reference the source in this response.

Day 2 - Phone Calls — At least two attempts on Day 2

Day 2 - MANUAL TEXT - Sent from the CRM, & TCPA compliant
Day 2 - MANUAL email

Day 3 — Phone Calls — At least one attempt on Day 3

Day 3 - MANUAL TEXT - Sent from the CRM, & TCPA compliant
Day 3 - AUTOMATED email

Day 4 - AUTOMATED email

Day 6 - AUTOMATED email

Day 8 - AUTOMATED email

Day 11 - AUTOMATED email

Day 14 - AUTOMATED email

Day 17 - AUTOMATED email

Day 21 - AUTOMATED email
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After 21 days, Non-Responsive Trade-In Prospects can be moved
to an “Active Broadcast” status, meaning they will receive no
more than one email each month with a sales call-to-action
including specials and special offers.

However, to minimize the likelihood of being labeled a spammer,
we recommend no broadcast communications be sent to this
group - just mark the prospects “Lost” in your CRM. Feel free, of
course, to send these non-contacted prospects a highly targeted
message if it aligns closely with their original inquiry.

DAY 1- AUTO-RESPONSE (GENERIC)

(Note: This auto-response is written to be used for all lead types at all hours of the day.)
SUBJECT: Confirmation from <DEALER NAME>

Hi <PROSPECT NAME>,

Thank you for contacting <DEALER NAME>. This is an automated response to let you know
we've received your information request.

We will attempt to contact you shortly (if you've reached us during working hours); or, if
you'd prefer, you may call us at your convenience at <DEALER NUMBER>.

If you've inquired about a vehicle, one of our appointment coordinators will be calling to
schedule your no-hassle Priority Test Drive. By scheduling this in advance, we'll have your
vehicle cleaned, gassed, and parked right out front so you may begin your test drive within
minutes of arriving on our lot.

We look forward to assisting you.

Best wishes,

<SIGNATURE BLOCK>
DAY 1-VOICEMAIL #1

(Note: If the lead arrives early in the day, you should plan on calling up to three times on Day
1. Remember, however, that this process asks for 6 phone attempts in the first 3 days - and
no more. This means you should schedule the remaining 5 calls appropriately over the first 3
days based on the time the original lead arrives on Day 1.)

Hi (prospect) this is (salesperson) calling from (dealership), and I'm calling to schedule your
Priority Appraisal on your (trade vehicle). We have an immediate need for good used
vehicles; and would love to give you a firm written offer for yours.

If you could please call me back right away at (humber) to schedule a quick written
appraisal, | would really appreciate it. Once again that number is (hnumber). And don't worry
(prospect), I'll call you later if you don’t have an opportunity to call back. Thank you and talk
to you soon.
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DAY 1-VOICEMAIL #2

Hello again (prospect), this is (salesperson) calling back from (dealership) and | wanted you
to know my manager is very excited about getting a look at your (trade vehicle). He's pretty
sure he can line up a buyer for the (trade vehicle) and he just needs a few minutes to verify
its condition.

Is it possible for you to call me back today? As a reminder, my number is (number). Once
again that's (number). Don’t worry (prospect) if you don’t reach me, as | will call you back.
Thank you and talk to you soon.

DAY 1-VOICEMAIL #3

Hello again (prospect), this is (salesperson) calling back from (dealership). | wanted to leave
you a quick message because I'm going home for the day at (time) and didn't want you to
call back and miss me.

I will be back in the office tomorrow at (time) and would like to go over the information
about your (trade vehicle). Can you call me then? As a reminder, my number is (hnumber).
Once again that's (number). Don't worry (prospect) if you don't reach me, as | will definitely
call you again tomorrow. Thanks and talk to you soon.

DAY 1-TEXT MESSAGE - MANUAL TEXT

(Note: Dealers should defer to their own legal counsel for advice regarding texting to
prospects who've yet to expressly opt-in. Additionally, dealers should only allow texting from
their CRM tool within the guidelines provided by that vendor.)

TEXT:

Hi [CUSTOMER FIRST NAME]! How are you? My name is [SALESPERSON FIRST NAME] and
I'm reaching out on behalf of [DEALER NAME]. | see you're looking to get a firm offer on your
[TRADE1 MAKE] [TRADE1 MODEL], is that correct?

DAY 1-1S THIS CORRECT?

(Note: This email is in the current process because it does a good job of starting a dialog -
even if the prospect had a specific question or completed a trade form that returned no
value.)

SUBJECT: <FIRST NAME>, is this correct?
Hi <FIRST NAME>,

| appreciate the chance to assist you in selling your <TRADE YEAR> <TRADE MODEL> -
though I've learned it's better to be safe than sorry — so | always try to verify contact
information first.

Is this a good email to send information to?

By the way, if you're looking to save time and avoid waiting around, | recommend you let
me schedule a no-hassle Priority Appraisal for you. This way, our appraiser will be available
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to inspect your <TRADE MAKE> <TRADE MODEL> when you arrive. If you're ready to
schedule this now, please call me today at <SALESPERSON NUMBER>.

If you'd prefer to communicate via text, just let me know which number works best.

Thank you!

<SIGNATURE BLOCK>

DAY 1-SECOND MANUAL EMAIL

(Note: This email is only used if you have not yet made a reconnection. It must be manually
edited & proofed before sending. Remember to include hand-typed answers to any
guestions asked fromm comments. This is a personalized note about what the customer
did/wants/etc. in real terms to the customer. Additionally, if the lead source is a brand name
- like Kelley Blue Book or TrueCar - be sure to reference the source in this response.)

SUBJECT: Your <TRADE MAKE> <TRADE MODEL>
Hi <PROSPECT NAME>,

| would personally like to thank you for contacting <DEALER NAME> - | cannot wait to help
you trade-in or sell your <TRADE MAKE> <TRADE MODEL>.

Unlike other dealers, we specialize in providing the highest value on all trades. In fact, our
Used Car Manager can often offer more than the online computer appraisal you received.
We are currently in need of good used vehicles to offer for sale and would like to see your
<TRADE MAKE> <TRADE MODEL> right away so we can give you a firm written offer.

Please call me today at <SALESPERSON NUMBER> so that | can schedule your Priority
Appraisal at our state-of-the-art facility. | promise to get you in and out in no time. If you'd
prefer to communicate via text, just let me know which number works best for you.

Best wishes,

<SIGNATURE BLOCK>

DAY 2 - VOICEMAIL #1

(Note: Based on the number of voicemails you left yesterday, the number of Day 2
voicemails you leave could change. This process asks for 6 phone attempts in the first 3 days
—and no more. This means after your first voicemail on Day 1, you should have scheduled the
remaining 5 calls appropriately over the first 3 days. For most leads, this means two calls -
with voicemails — on Day 2.)

Good morning (prospect), this is (salesperson) from (dealership) and I'm anxious to schedule
that no-hassle priority appraisal for the (trade vehicle) you're looking to sell.

Would you please call me back today at (humber) to confirm this? Once again that is
(number). And don't worry (prospect), I'll call you later if you do not have an opportunity to
call back. Thank you and talk to you soon.
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DAY 2 - VOICEMAIL #2

Hello again (prospect), this is (salesperson) calling back from (dealership). | wanted to leave
you a quick message because we still have an immediate need for a good used (trade
vehicle).

We've got a few priority appraisal openings this afternoon and evening, so please call me
back right away so that | can secure one of those spots for you. By scheduling the appraisal
in advance, we can get you in and out with a firm offer quickly.

As a reminder, my number is (number). Once again that's (hnumber). Don't worry (customer)
if you don’t reach me right away, | will try to call you again. Thanks and talk to you soon.

DAY 2 - VOICEMAIL #3

Hi (prospect), this is (salesperson) from (dealership) and | wanted to touch base with you on
the (trade vehicle) you're looking to sell. Can you call me back and let me know you're
getting my emails and phone calls? If you'd prefer, I'm happy to communicate via text. Just
(insert text instructions here). Thank you and talk to you soon.

DAY 2 - TEXT MESSAGE - MANUAL TEXT

(Note: Dealers should defer to their own legal counsel for advice on texting to prospects
who've yet to expressly opt-in. Additionally, dealers should only allow texting from their CRM
tool within the guidelines provided by that vendor.)

TEXT:

Hi [CUSTOMER FIRST NAME], it's [SALESPERSON FIRST NAME] here at [DEALER NAME]. |
was reaching out to schedule the VIP appraisal on your [TRADE1 MAKE] [TRADE1 MODEL].
How does your schedule look today?

DAY 2 - APPRAISAL SCHEDULED

(Note: This is the last email in the process that will be sent manually to non-responsive
prospects. Be sure to send this email in the morning or change the time for the scheduled
appraisal appointment to something more appropriate.)

SUBJECT: We've Scheduled the Appraisal on Your <TRADE MAKE> <TRADE MODEL>
Hi <PROSPECT NAME>,

My apologies that | haven't been able to reach you in person, but | wanted to let you know
we've scheduled the Priority Appraisal for your <TRADE YEAR> <TRADE MODEL>.

I've reserved today at 1:45 PM for you to bring in your <TRADE MAKE> <TRADE MODEL> to
be professionally appraised. If these are readily available, please bring the following items
with you when you come for your appraisal:

Your vehicle title (or lienholder info)
Your registration (probably already in the vehicle)
Your driver's license or other government photo ID

All vehicle keys, keyless remotes, and manuals
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If this time is not convenient for you, please call me as soon as possible at <SALESPERSON
NUMBER> so that we may block out something that works better for you.

Best wishes,

<SIGNATURE BLOCK>

DAY 3 - VOICEMAIL - OPTION 1

(Note: Based on the number of voicemails you've left over the first 2 days, the number of
Day 3 voicemails you leave could change. This process asks for 6 phone attempts in the first
3 days — and no more. This means after your first voicemail on Day 1, you should have
scheduled the remaining 5 calls appropriately over the first 3 days. For most leads, this
means one call - with a voicemail — on Day 3. Finally, there is no need to highlight your
persistence on the 6th and final call - given that you won't be calling again.)

Hi (prospect), this is (salesperson) at (dealership). I'm trying to reach you to let you we're
excited about the opportunity to buy your (trade vehicle), but it looks like we've so far
dropped the ball.

Please let me know if you've given up trying to sell your (trade vehicle) by calling me back
today at (humber). Once again, that's (number). I'm hopeful you haven't given up, as we
believe we have a buyer for it.

Thanks and talk to you soon.

DAY 3 - VOICEMAIL - OPTION 2

Hello, this is (salesperson) from (dealership) and I'm trying to reach (prospect), but | think |
must have the wrong number. I'm calling about the appraisal (prospect) requested on
(his/her) (trade vehicle), but none of my emails or voicemails seem to be getting to
(him/her).

| just wanted to be sure | have the correct number and email address, and | certainly don't
want to keep bothering you if this is not (prospect’s) number. Could you let me know if |
have the correct info when you get a second? My number is (hnumber). Once again it's
(number).

Thanks and have a great day.

DAY 3 - VOICEMAIL - OPTION 3

Hi (prospect), this is (salesperson) checking back from (dealership) and we are having a
tough time finding good used (trade body style) for our inventory. Would you do me the
courtesy of a return call at (number)? Once again that number is (number).

I'm trying to find customers willing to sell us their used (trade vehicles), because we simply
cannot find the right ones at the auctions.

Please call me today to let me know either way, okay (prospect)? Once again, my phone
number is (hnumber). Thank you and talk to you soon.

GESTAUNING

SOLUTIONS GROUP




dealers@united

DAY 3 - TEXT MESSAGE - MANUAL TEXT

(Note: Dealers should defer to their own legal counsel for advice on texting to prospects
who've yet to expressly opt-in. Additionally, dealers should only allow texting from their CRM
tool within the guidelines provided by that vendor.)

TEXT:

Hi [CUSTOMER FIRST NAME], it's [SALESPERSON FIRST NAME]! | want to be sure our
appraiser is ready for you, so we can get you in and out quickly. What time today should we
expect to see your [TRADE1 MAKE] [TRADE1 MODEL]?

DAY 3 - NOT ABLE TO REACH YOU
SUBJECT: More info about your <TRADE MODEL> from <DEALER NAME>
Hi <PROSPECT NAME>,

My apologies: although I've tried calling you over the last couple of days, | haven’t been able
to reach you.

| have some news about the <TRADE MODEL> you're looking to have professionally
appraised. Can you call me today at <SALESPERSON NUMBER>; or can you give me a better
number or time to call you?

Best wishes,

<SIGNATURE BLOCK>

DAY 4 - WE NEED YOUR CAR
SUBJECT: We need your <TRADE MAKE> <TRADE MODEL>
Hi <PROSPECT NAME>,

| was speaking with our used car manager about your <TRADE MAKE> <TRADE MODEL>;
and he told me you have what is known as a “high-demand vehicle.” And because it is, he
would like to see if he can offer you more than book price for it.

We just need to see your <TRADE YEAR> <TRADE MODEL> for a quick final inspection and
firm offer. We have a few appraisal openings available today and would love to get a look at
your vehicle.

Can you call me today at <SALESPERSON NUMBER>? If it's more convenient for you, please
give me a time to call you. If you'd prefer to communicate via text, just let me know which
number works best.

Thank you in advance for your courteous response - | look forward to assisting you!

Best wishes,

<SIGNATURE BLOCK>
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DAY 6 - IS IT ME?
SUBJECT: | don't mean to offend you
Dear <PROSPECT NAME>,

I'm checking to see if you have some time to go over your request for an appraisal on your
<TRADE YEAR> <TRADE MODEL>.

I'm sure you're busy, but | feel like I'm being a pest since I've left several messages and sent
several emails, but haven't heard back from you. If there is something I've done to offend
you, please let me know and | will hand your folder over to another coordinator who can
help. | definitely don’t want to be the reason you don't give us a chance to buy your <TRADE
MAKE> <TRADE MODEL>.

Please call me today to let me know either way. My number is <SALESPERSON NUMBER>. If
you'd prefer to communicate via text, just let me know which number works best.

Thanks and best wishes,

<SIGNATURE BLOCK>

DAY 8 - SALES MANAGER EMAIL - TRADE IN

(Note: This email will lose its effectiveness if it is sent from the salesperson’s email address
and signed by a manager. Your CRM must be capable of sending this automatically from
the manager’s email address or it should be replaced in the process. Additionally, you will
need to add the sales manager’s phone number to the body of this email if it does not
automatically appear in the manager’s signature line.)

SUBJECT: <DEALER NAME> <MANAGER TITLE>
Dear <PROSPECT NAME>,

I'm not sure why my team has been unable to reach you; though rest assured that we will
keep trying.

We are excited to offer you a firm price on your <TRADE YEAR> <TRADE MODEL> - | just
wanted to schedule a time for you to bring it by for me to see. We're not finding many clean
used cars at the auctions lately, so we're still anxious to see yours.

Please call me or <SALESPERSON NAME> (your Customer Service Coordinator) today to
schedule your Priority Appraisal; or, please provide us with a time to reach you.

Thank you for giving us the opportunity to serve you.

Sincerely,

<SIGNATURE BLOCK>
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DAY 11 - GENERAL MANAGER OR OWNER - HOW COULD WE HAVE DONE
BETTER?

(Note: This email will lose its effectiveness if it is sent from the salesperson’s email address
and signed by a manager. Your CRM must be capable of sending this automatically from
the manager’s email address or it should be replaced in the process.)

SUBJECT: | think we dropped the ball at <DEALER NAME>
Hi <PROSPECT NAME>,

I'm <MANAGER NAME>, the <MANAGER TITLE> at <DEALER NAME>, and | wanted to make
sure my team got you everything you needed to make a sound decision on the <TRADE
YEAR> <TRADE MODEL> you wanted to sell.

Is there a specific reason my team has not been able to connect with you? If we've written
or said anything to offend you; or to make you not want to bring your vehicle in for a
no-hassle, priority appraisal, please let me know, as | am committed to ensuring every
customer is always treated with the utmost respect and kindness.

Please do me the courtesy of responding to this email or calling me on my direct line today
at <MANAGER PHONE NUMBER> to let me know how we can serve you better.

Best wishes,

<SIGNATURE BLOCK>

DAY 14 - AM | IN YOUR SPAM FOLDER?
SUBJECT: <SALESPERSON NAME> has a message for you
Hi <PROSPECT NAME>,

I've been trying to reach you for a couple of weeks about your <TRADE YEAR> <TRADE
MAKE>, and | think my emails must be ending up in your spam folder.

I'm sorry you haven't been able to schedule an appraisal with me; though rest assured | will
keep trying.

Please call me at <SALESPERSON PHONE> to let me know you're receiving my emails and
where you are with selling your <TRADE MAKE> <TRADE MODEL>. Because yours is still an
in-demand vehicle, we may have the ability to put extra trade dollars toward it.

Thank you for giving me the opportunity to serve you.

Best wishes,

<SIGNATURE BLOCK>

DAY 17 - REPLACE VERSUS REPAIR (TRADE)
SUBJECT: Repairing is nearly always more expensive than replacing
Hi <PROSPECT NAME>,
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If you haven't given up on selling your <TRADE YEAR> <TRADE MODEL>, | wanted to give
another shot at connecting with you; and to give you some info that might help you make a
decision on whether to trade-in now or not.

The average driver puts almost 15,000 miles each year on their vehicle. If your car is
out-of-warranty, those 15,000 miles might lead to costly repairs. That's why most experts say
it's usually better to replace your used car with a new or certified vehicle covered by a
manufacturer’s warranty than to get hit with expensive repairs. (Especially since the next
big repair bill could come at any time.)

We've got a great selection of vehicles under warranty and can even help you get
competitive financing. Just call me at <SALESPERSON NUMBER> today to schedule a time
to come in for a no-hassle, priority appraisal. (We're paying over the book price for a lot of
good, clean trades these days.)

Best wishes,

<SIGNATURE BLOCK>

DAY 21 - WE STILL WANT YOUR TRADE
SUBJECT: Do you still have your <TRADE MODEL>?
Hi <PROSPECT NAME>,

My Used Car Manager asked me to reach out to you one last time about buying your
<TRADE MAKE> <TRADE MODEL>. In fact, he wanted me to stress that we'll buy your vehicle
even if you don't buy anything from us.

We have an immediate need for good used vehicles, and we don't like to buy cars from the
auction when we can buy them directly from consumers like you. If you could, please call
me at <SALESPERSON NUMBER> today to schedule a time to come in and get a quick
written appraisal from our team. We're pretty desperate for good used cars; this means for
clean vehicles we're often paying above book value.

Please let me know either way.
All the best,

<SIGNATURE BLOCK>
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