
As busy dealership managers, it remained 
a challenge for Tran and DeSouza to know 
how Sales calls were being handled. Were 
calls being dropped and sent to voicemail 
repeatedly? Were agents executing on offering 
appointments? Were hot opportunities being 
followed up on? Lacking these insights leads 

CHALLENGE

riority Toyota Chesapeake, located 
in Virginia, is a dealership aimed for 
success. The team knows success 

starts with the phone, so General Sales 
Manager Tony Tran and Marketing Manager 
Joe DeSouza turned to Car Wars’ CRISP 
Certification. CRISP Certification focuses 
on four simple yet unique components to 
provide quality phone training and instill a 
robust skill set in every agent: call coaching, 
new agent training, phone skills mastery, and 
continuous performance feedback. After 
Priority Toyota started the program in mid-
June 2018, the appointments manually 
logged each month has consistently 
been over 300, compared to prior to the 
program launch, along with significant 
improvements in several other KPIs. 

PRIORITY TOYOTA CHESAPEAKE USES CRISP CERTIFICATION TO CLOSE

43% MORE APPOINTMENTS
Store experiences enhancement in dealership-wide culture, paired with top-down significant 
improvement in phone performance. 

WHAT IS CRISP?

Connect every caller to 
someone who can help him 
or her.

CONNECT

Request and Invite prospects 
into the dealership.

REQUEST & INVITE

Set firm and scheduled 
appointments and confirm 
each with a reminder.

SET

Pursue missed appointment 
opportunities and rescue 
stranded calls.

PURSUE



Across the board, 
CRISP Certification has 
absolutely been a step up as 
far as enhancing our culture.

The key to Owning The Phone is transforming 
it from complexity into simplicity. So Car Wars 
stepped in for an onsite training in order to get 
Priority’s agents CRISP certified. While agents 
gained insight into customer conversation best 
practices, DeSouza and his fellow managers 
learned a little something, too. 

“I think what I got from the training is related 
to our Sales pitch – with Marketing, I’m always 
trying to push Sales and incentives, but we need 
to be connecting with the customer,” DeSouza 
said. “We now have a more comfortable 
way of communicating with the caller and 
more customer service tactics versus Sales 
tactics, in order to ensure we’re hearing and 
understanding what customers are wanting 
and then addressing those concerns, instead 
of having one-sided conversations.” 

Armed with the CRISP reporting, actionable 
metrics, and ongoing training from the Car 
Wars team, Priority Toyota Chesapeake 
has implemented an incentive program for 
agents based on the data CRISP Certification 
provides. Specifically, the store places 
emphasis on ensuring its agents are making a 

specific amount of outbound phone calls and 
appointments from those calls. If agents hit the 
required number, they can start working the 
floor. Managers use the program to motivate 
staff for success. It makes sense – the more 
calls agents make, the more customers they get 
in front of, then the more firm appointments 
are set, and, finally, the more customers are 
helped on the showroom floor. 

“This is a tremendous program because a 
majority of what we do is communication with 
customers, whether by email, text messages or 
phone calls,” said Tran, the GSM. “The service 
helps us gauge which employees are doing the 
work and which aren’t so we can better coach, 
train and manage. Our team knows what the 
CRISP Certification program is all about; they 
know what’s expected of them, and we use it 
as a tool to compensate them with bonuses.”

An amplification in culture has been a huge 
part of the team’s success since utilizing 
the improvement program, too. There’s not 
only been an obvious improvement on the 
phones, managers are also now reviewing 
phone calls differently than they used to – 
noticing significant change. “Now, agents 
in the BDC and the Sales tower have quick 
access to managers for questions,” said 
DeSouza. “We’ve also increased access to 
our managing staff on the spot as they’re 
on the phone, as necessary, so we can do a 
T.O. when needed. Across the board, CRISP 
Certification has absolutely been a step up 
as far as enhancing our culture.” 

SOLUTION

to a drop in the bottom line, an unmotivated 
Sales culture, and agents skating by doing the 
bare minimum. 

Additionally, new Priority agents were speaking 
with customers without any prior phone 
training or instructions. Salespeople were 
essentially being thrown to the wolves without 
coaching or structure in place. On top of that, 
veteran agents often let prospects slip through 
the cracks. “We’d say, ‘We’ll give you a call back,’ 
and 40 more phone calls, emails, and texts 
later, we’re like, ‘Oh wait, who is it we’re talking 
to?’” said DeSouza, the Marketing Manager. 
The leads the store was working so hard to 
drive weren’t being fully capitalized on. 

– JOE DESOUZA, MARKETING MANAGER



WEEK BEFORE AGENT 
ONSITE TRAINING
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WEEK AFTER AGENT 
ONSITE TRAINING

Following Car Wars’ initial onsite training, 
Priority has realized consistent improvement 
in its overall CRISP score, which has led to 
an improvement in phone accountability 
and more showroom traffic. In fact, from 
month one of CRISP Certification compared 
to month eight of CRISP Certification, 
agents have made 68% more phone calls, 
realized 10% more appointments shown, 
and saw 43% more appointments sold. 

Furthermore, take a look at the week before 
and the week after onsite training:

RESULTS

“The first thing that stands out is that we have 
seen a significant increase in outbound calls 
being made by agents with the most success 

Phone
Calls

Appts
Shown

Appts
Sold

+68% +10% +43%

Significant jumps in 
each CRISP metric!



BEFORE TRAINING

Priority Toyota Chesapeake recognizes 
the demand for solid phone performance 
in today’s age, where prospects have more 
avenues than ever when car shopping. 
“A lot of our leads come in through our 
virtual showroom, and the biggest way 
to drive them to the Sales floor is to get 
them on the phone,” DeSouza said. 

With the help of CRISP Certification, the 
dealership has the correct metrics to evaluate 
current phone performance in order to 
boost the customer experience, streamline 
the sales process, and reduce leakage. 

CONTINUAL IMPROVEMENT

AFTER TRAINING

setting appointments,” said DeSouza. “Our 
show ratio and our appointments sold are 
seeing a trend in the right direction as well.”

It gets even more interesting: a few months 
into the CRISP Certification program, the 
dealership saw a noticeable drop in its Car 
Wars Set score, dropping about 31%. Turns 
out, managers had hired a new BDC agent 
and immediately put her on the phone 
without training. Car Wars identified the 
agent was not CRISP Certified, was handling 
calls, and sincerely needed training. As a 
result, a Car Wars CRISP trainer proactively 
reached out to get the agent enrolled and 
trained, of which her performance resulted 
in immediate improvement:

NEED HELP TURNING THE PHONE 
FROM A LIABILITY INTO AN ASSET?

Get one-on-one training and tools to 
drive more appointments and closed 

deals from every phone call.

carwars.com/crisp-certification
833-351-7575
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http://www.carwars.com/crisp-certification

