


Op#mize	
  Sales	
  Lead	
  Performance	
  for	
  Maximum	
  Return	
  
	
  with	
  Bob	
  McCann	
  

Upda%ng	
  your	
  Boat	
  Selling	
  mind…	
  



“The Internet doesn’t 
sell Boats… 

good Dealers do.” 

It	
  started	
  19	
  years	
  old…	
  

Bob McCann 
1999 



Who	
  are	
  you?	
  

Dealer	
  Management?	
   Salespeople?	
   Industry	
  Folks?	
  Dealer	
  Principle?	
  



How	
  is	
  your	
  1st	
  Impression?	
  



Lead Management 
is more than just 

a Sale Today 

How	
  is	
  your	
  1st	
  Impression?	
  



Lead Management 
is a Movie Trailer 

for your Dealership 

How	
  is	
  your	
  1st	
  Impression?	
  



How	
  is	
  your	
  1st	
  Impression?	
  

Lead Management 
is an extension of your 
Marketing Program 



Perceptions are going to be made: 
 

•  Drive past your store 

•  Speak with you on the phone 

•  Visit your website 

•  Read your email 

How	
  is	
  your	
  1st	
  Impression?	
  



Who	
  is	
  your	
  1st	
  Impression?	
  

Every lead must be 
handled perfectly to 

generate more traffic 
whether or not they 

respond to your efforts 



Would	
  you	
  run	
  this	
  ad?	
  

Buy	
  a	
  Boat	
  Today!	
  
	
  	
  1234	
  Main	
  St.	
  

Orlando,	
  FL	
  	
  32802	
  
www.Boatnut.com	
  

	
  
(866)	
  386-­‐4875	
  



Internet	
  Buying	
  Process	
  

LEADS 

24 Hrs 



How	
  quickly	
  should	
  you…?	
  

Less	
  than	
  24	
  hours?	
   That	
  Day?	
   Less	
  than	
  2	
  hours?	
   Less	
  than	
  30	
  minutes?	
  



Internet	
  Buying	
  Process	
  

LEADS 

Minutes 24 Hrs Days 

Appointment 



Phone	
  or	
  Email?	
  

Don’t	
  Call	
  –	
  Only	
  Email?	
   Email	
  First	
  –	
  Then	
  Call?	
   Just	
  Call?	
   Call	
  First	
  –	
  Then	
  Email?	
  



Internet	
  Buying	
  Process	
  

LEADS 

Minutes 24 Hrs Days 

Appointment 

20/80 100 Leads 





Mystery	
  Shopping	
  Process	
  

•  Shopped	
  your	
  dealership’s	
  website	
  

•  Selected	
  Inventory	
  

•  Included	
  
•  Name	
  
•  Email	
  Address	
  
•  Phone	
  Number	
  

•  Asked	
  Buying	
  Ques#on	
  



Mystery	
  Shop	
  Results	
  

MDCE	
  2018	
   Industry	
  2017	
  

Total	
  Leads	
  Submi[ed	
   181	
   1361	
  

Total	
  Responses	
   123	
   68%	
   708	
   52%	
  

Email	
  Only	
   79	
   44%	
   449	
   21%	
  

Phone	
  Only	
   15	
   8%	
   62	
   5%	
  

Email	
  +	
  Phone	
   29	
   16%	
   197	
   14%	
  

Average	
  Response	
  Time	
   18.63	
  hrs	
   30.50	
  hrs	
   19%	
  24%	
  



Detail	
  Response	
  Time	
  

32% 

10% 

7% 

30% 

19% 

0% 5% 10% 15% 20% 25% 30% 35% 

NO REPSONSE 

Over 24 Hours 

121 mins - 24 Hours 

60 min - 120 mins 

Less than 60 Minutes 



•  181	
  Dealers	
  contacted	
  

•  35	
  responded	
  within	
  an	
  hour	
  

•  15	
  responded	
  between	
  an	
  hour	
  and	
  two	
  hours	
  

•  54	
  responded	
  between	
  two	
  and	
  24	
  hours	
  

•  19	
  responded	
  more	
  than	
  24	
  hours	
  later	
  

•  58	
  dealers	
  (that’s	
  32%!)	
  NEVER	
  RESPONDED	
  

•  44	
  Dealers	
  (that’s	
  24%!)	
  a[empted	
  to	
  call	
  the	
  customer	
  

In	
  a	
  nutshell…	
  



Free	
  the	
  Phones!	
  

A	
  phone	
  number	
  with	
  the	
  lead	
  
is	
  your	
  greenlight	
  to	
  call.	
  



Internet	
  Buying	
  Process	
  



Internet	
  Buying	
  Process	
  

•  Automate E-mail Response 
•  Cross reference leads – Assign lead 
•  Does lead include a phone number? 

•  Yes - Call Prospect – Follow-up with email 
•  No - Personalized Templated E-mail 
Response 

•  Set Appointment (phone – email) 
•  Confirm Appointment (email - phone) 



Internet	
  Buying	
  Process	
  

• Automate E-mail Response 

•  Cross reference leads – Assign lead 
•  Does lead include a phone number? 

•  Yes - Call Prospect – Follow-up with email 
•  No - Personalized Templated E-mail 
Response 

•  Set Appointment (phone – email) 
•  Confirm Appointment (email - phone) 



Hello Bob, 
 
Thank you for requesting a quote from Boatnut.com.  This is an automated response 
acknowledging the receipt of your request.  We are forwarding your request to the appropriate 
representative who will contact you directly. 
 
We look forward to helping you get on the water quickly and easily! 
 
Sincerely, 
 

Team Boatnut.com 

Bob.customer@wantmoreinformation.com 

Automated response from Boatnut.com 

Mon 11/25/2018 3:36 PM User@BoatDealer.com  

Automated response from Boatnut.com 

Email	
  Auto-­‐Responder	
  



Internet	
  Buying	
  Process	
  

•  Automate E-mail Response 

• Cross reference leads – Assign lead 
•  Does lead include a phone number? 

•  Yes - Call Prospect – Follow-up with email 
•  No - Personalized Templated E-mail Response 

•  Set Appointment (phone – email) 
•  Confirm Appointment (email - phone) 



Internet	
  Buying	
  Process	
  

•  Automate E-mail Response 
•  Cross reference leads – Assign lead 

• Does lead include a phone number? 
•  Yes - Call Prospect – Follow-up with email 
•  No - Personalized Templated E-mail Response 

•  Set Appointment (phone – email) 
•  Confirm Appointment (email - phone) 



The	
  dealer	
  who	
  does	
  this	
  the	
  fastest…	
  
WINS!	
  

Why	
  use	
  the	
  phone?	
  





The	
  dealer	
  who	
  does	
  this	
  the	
  fastest…	
  
WINS!	
  

Why	
  use	
  the	
  phone?	
  



I told you he didn’t steal the money. 

I told you he didn’t steal the money. 

I told you he didn’t steal the money. 

Are	
  they	
  reading	
  what	
  you	
  are	
  typing?	
  





1.  Thank the customer for inquiring 

2.  Answer the customer questions 

3.  Set the stage for a phone call 

Get	
  the	
  customer	
  on	
  the	
  phone!	
  

Simple test… 



Bob.Customer@wantmoreinformation.com 

Boatnut.com – 2019 Zorch 240 

Mon 11/25/2018 3:36 PM Joe Smith 

Boatnut.com – 2019 Zorch 240 

Email	
  Reply	
  ader	
  a	
  phone	
  call	
  

Hello Bob, 
 
I enjoyed speaking with you today about the 2019 Zorch 240.  You can find additional information and more 
specific details by clicking here.  As we discussed, I think that the duel engines will fit well with what you said 
you are looking for in a boat. 
 
If you have any additional questions in the meantime, please don't hesitate to drop me a line.  I am looking 
forward to helping you get on the boat in your new Zorch quickly and easily. 
 
Sincerely, 
 
Joe Smith 
(727) 381-4444 
(727) 457-0937 Cell 



Bob.Customer@wantmoreinformation.com 

Boatnut.com – Zorch 240 you requested 

Mon 11/25/2018 3:36 PM Joe Smith 

Boatnut.com – Zorch 240 Information you requested 

Email	
  reply	
  without	
  a	
  phone	
  number	
  

Hello Bob, 
 
Thank you for submitting your request for a quote on-line.  My name is Joe Smith from Boatnut.com. 
 
At Boatnut.com, we offer competitive pricing to our customers.  The 2019 Zorch 240 regularly lists for $85,250, we are offering it to our customers at 
$82,938.  That represents a savings of $2,312.  This price includes all the fees to prepare it for delivery. 
 
Because I know this information is important to you, I would like to call you to be sure you received this information and workout a more specific price 
including any current incentives, options you prefer, and what's included in the Boatnut.com sales price. 
 
Please call me at (727) 396-3051 or simply reply with a phone number and the best time to call you.  Meanwhile, if you would like to view or inventory 
and local information please visit our website at www.Boatnut.com. 
 
I look forward to helping you get you on the water quickly and easily! 
 
Sincerely, 
 
Joe Smith 
(727) 396-3051 
(727) 457-0937 Cell 



Internet	
  Buying	
  Process	
  

•  Automate E-mail Response 
•  Cross reference leads – Assign lead 
•  Does lead include a phone number? 

•  Yes - Call Prospect – Follow-up with email 
•  No - Personalized Templated E-mail Response 

• Set Appointment (phone – email) 
•  Confirm Appointment (email - phone) 



Internet	
  Buying	
  Process	
  

How does the appointment process change? 

- Build an On-line 
         relationship 

- Pull don’t 
            pressure  

- Nudge don’t push 



Internet	
  Buying	
  Process	
  

•  Automate E-mail Response 
•  Cross reference leads – Assign lead 
•  Does lead include a phone number? 

•  Yes - Call Prospect – Follow-up with email 
•  No - Personalized Templated E-mail Response 

•  Set Appointment (phone – email) 

• Confirm Appointment (email - phone) 



We	
  can	
  
learn	
  from	
  

the…	
  



What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  



46-­‐minute	
  response	
  #me	
  
No	
  Phone	
  Call	
  

What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  



4-­‐minute	
  response	
  #me	
  
No	
  Phone	
  Call	
  

Great	
  Signature	
  with	
  
Phone	
  Number	
  

What	
  do	
  you	
  think?	
  



Phone	
  Call	
  
26-­‐minute	
  response	
  #me	
  

What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  

No	
  Phone	
  Call	
  
42.5	
  hour	
  –	
  Response	
  #me	
  







What	
  do	
  you	
  think?	
  

No	
  Phone	
  Call	
  



No	
  Phone	
  

What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  

24-­‐minute	
  response	
  #me	
  
No	
  Phone	
  Call	
  



What	
  do	
  you	
  think?	
  

Phone	
  Call	
  
52-­‐minute	
  response	
  #me	
  
Followed	
  Up	
  with	
  2	
  emails	
  



What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  

Phoned:	
  
2	
  minutes	
  
	
  
Email	
  Response:	
  
4	
  minutes	
  



What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  



What	
  do	
  you	
  think?	
  



See	
  how	
  you	
  did!	
  

Pick up your 
report in the 

Learning Lab 



EO	
  

ET	
  

SW	
  

SW	
  

SW	
  

NEXT	
  

Everyone 
Every Time 
Some Will 
Some Won’t 
So What 
NEXT 





Ques#ons	
  &	
  Answers	
  
Raise	
  Your	
  Hand	
  to	
  Ask	
  a	
  Ques#on	
  

	
  	
  
OR	
  

	
  	
  
Open	
  the	
  MDCE	
  App*	
  	
  

and	
  Select	
  This	
  Session	
  to	
  Submit	
  a	
  	
  
Ques#on	
  Using	
  Your	
  Smart	
  Phone	
  or	
  Tablet.	
  

	
  	
  
*Haven’t	
  downloaded	
  the	
  MDCE	
  App	
  yet?	
  	
  

Visit	
  your	
  device’s	
  App	
  Store	
  and	
  search	
  for	
  MDCE	
  2018	
  

	
  



Thank	
  You!	
  

Bob	
  McCann	
  
MRAA	
  

(763)	
  333-­‐2422	
  
bob@mraa.com	
  

	
  

For	
  digital	
  downloads	
  of	
  materials	
  from	
  this	
  session,	
  please	
  visit	
  
www.marinedealerconference.com/2018downloads	
  


