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In stretching themselves between the lot, showroom floor and the phones, the quality of 
service and phone skills from your team have diminished. You can’t afford for this to happen. 
In analyzing more than 300 dealerships’ phone processes, we learned that dealerships could 
be losing close to $500,000 a year because of poor phone skills alone.

We’ve got a solution to take the pressure off your sales guys: building an in-store Business 
Development Center (BDC). But don’t think a BDC will automatically fix your problems. 

Choosing to have an in-store BDC has long been a challenge for dealers. BDCs are often 
plagued with problems, including a lack of overall staff motivation and training processes. This, 
paired with low wages, makes for a high turnover rate in employee staffing. At that point, a BDC 
can end up costing more than it brings in. Obviously you don’t want that.

As a GM, it’s important to get ahead of this for 3 reasons:

YOUR SALES TEAM IS SWAMPED WITH

PHONE CALLS

EMPLOYEE RETENTION THE HEALTH OF YOUR 
BOTTOM LINE

CUSTOMER SATISFACTION

When BDC representatives are under-trained, it reflects poorly in the phone calls they have 
with potential customers. It also reflects poorly on your bottom line, as BDCs provide a great 
opportunity for an extra boost.

Use this guide to get started building your in-store BDC today. 
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We use the word appoint instead of hire because your future business development manager 
could very well be a standout employee who already works in your dealership.

THIS PERSON MUST:

APPOINT A

BUSINESS DEVELOPMENT 
MANAGER (BDM)

BE DETAIL-ORIENTED 
AND ORGANIZED.

HAVE AN EFFECTIVE 
COACHING STYLE.

HAVE PROVEN SUCCESS 
ON THE PHONE.

EASILY ADAPT TO 
CONSTANT CHANGE.

BE EXCITED AND 
EAGER EVERYDAY.
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The role of a BDM is not an easy one. With the potential of constant churn in staffing with 
hourly-waged employees, a BDM must encourage career development, and give employees a 
real understanding of how valuable their jobs are to the dealership. This is what makes your 
department a business development center and not a call center.

A FEW GREAT WAYS TO ENCOURAGE YOUR REPRESENTATIVES TO WORK HARD:

Whoever you hire or promote to be BDM, must solely be the BDM. Straddling two roles within 
the dealership will hurt the productivity of your BDC. Their focus needs to be on how to take 
the BDC, and every rep, to the next level.

APPOINT A

BUSINESS DEVELOPMENT 
MANAGER (BDM)

RECOGNITION AT WEEKLY TEAM 
MEETINGS.

INCENTIVES FOR HITTING 
BIG GOALS (i.e. BONUSES, 
CONTESTS AND PRIZES).

POSSIBILITY FOR 
PROMOTIONS WITHIN THE 

DEALERSHIP.
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The average Business Development Representative (BDR) can handle 80-100 tasks a day, 
maximum. If your dealership sees almost 1,000 leads per day, you will need 10-12 staff 
members minimum.1  But if you think about busy seasons such as Christmas and 4th of July, 
these leads will increase. You may want to think about hiring 5-10 more than BDRs so you 
aren’t short handed during busy seasons and special promotions. 

Like your managers, staff your BDC with quality employees with good track records. Look for 
leadership potential, task-management or consultant experience on his or her resumes. If 
you’re “reactive” instead of “proactive” in your hiring process, you will end up with people who 
were given jobs to fill a void. A bad employee will do more damage than having a short staffed 
group of great employees. 

FILL YOUR SEATS WITH

QUALITY EMPLOYEES

1 AutoDealerMonthly.com
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INBOUND AND OUTBOUND 
PHONE TRAINING PROGRAM

Every inbound lead that comes into your dealership likely inquired about the same exact 
vehicle at your competition down the street. What is going to make that customer choose your 
dealership over theirs? Great customer service. 

There are crucial parts to every phone conversation. Yes, a phone script can help your staff 
steer the conversation, but every conversation is different. Here are some key points to 
remember: 

INBOUND

Not only do you want to connect, but you want to respond to any kind of 
lead, including internet leads, quickly! The average response time to an 
internet lead is 9.6 minutes. Beat the odds! Also, make sure your team takes 
less than a minute to connect from a warm transfer or hold.

Ask the caller for their name and a phone number to reach them in 
case the call gets disconnected. Address them by name throughout the 
conversation. 

Ask for the appointment, every time. 4 out of 5 customers are never 
asked into the dealership. No matter what the circumstance, invite them into 
the dealership. Offer up 2 different appointment times to keep them from 
saying “Sorry, that time doesn’t work for me”. They will have no excuse to not 
come in!

Handling objections is a skill in itself. Your team must know the ends and 
outs of every single product and service in order to combat any possible 
objection. This could be “The vehicle is more expensive at your dealership 
than others.” You could come back with, “Our top of the line financing 
program can help you. Let me connect you with them to make sure any and 
every question you have is answered.”

Hate to be the bearer of bad news, but 39% of callers aren’t even connecting 
to someone who can help them. So first rule of business, pick up the 
phone and connect with the caller! 

39%

9.6

INSTILL AN
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INSTILL AN

INBOUND AND OUTBOUND 
PHONE TRAINING PROGRAM

You may think of outbound calling as “cold calling”. Many BDRs dread cold calling, because 
of the high failure rate that goes along with it. In fact, it takes an average of 8 calls to reach a 
phone prospect. That requires a lot of patience, and diligence. 

Live Conversation: The problem with creating standards for 
outbound calls such as “Make 100 calls this week” is that many of 
them will simply call their brother or co-worker 5 times to meet their 
number. Or they will pray they hit voicemail so they don’t actually 
have to talk to a prospect. We know for a fact that a monstrous 86% 
never connected to the intended target! 

That’s not the right attitude. Use your call tracking to keep track of 
your team’s calls, and determine if live conversations are actually 
happening. If they aren’t speaking with a real opportunity for 

business, it won’t count towards their call total. Talk to your call tracking provider about getting 
each BDR a personalized phone code to put in at the end of each call. 

OUTBOUND

86%
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That’s a giant chunk of change just waiting to be taken advantage of. The average phone lead is 
worth $600. That’s just based on return on investment (ROI) from your advertising. If you were 
actually able to sell that person a car, you could make thousands per person. 

FORGOTTEN TO CALL 
BACK

MISSED THEIR CALL

WEREN’T ASKED FOR AN 
APPOINTMENT ON THE 
FIRST CALL

INBOUND AND OUTBOUND 
PHONE TRAINING PROGRAM

Following up with prospects is another piece of the puzzle. There’s a pool of people out there 
that you have either:

SAVING MISSED OPPORTUNITIES

INSTILL AN
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All is good and great if your team seems as 
though they are doing a great job on the 
phone when you walk around the floor, but 
what’s really happening on the phones? 
How can you really tell if they are locking 
down that appointment? A great CRM 
provided by your call tracker will show you. 

From a customer standpoint, a CRM is 
basically a database that will help you 
keep track of every customer’s information 
including name, business, vehicle requests, 
previous visits to the dealership, etc. The 
days of writing a customers name in your 
personal notebook are long gone. 

The best part of the CRM though is the 
ability to integrate information from your 
call tracking provider. In concise, easy to 
read reporting, you are able to see:

KEEP TRACK AND ORGANIZE

WITH THE PROPER CRM

A CRM acts as a virtual notebook 
and appointment book. Managers 
and representatives can comment 
on prospect profiles to keep track 
of phone tasks such as follow ups 
and appointment date. 

ISee if they connected with callers, 
how long conversations were, 
whether the appointment was 
asked, as well as key points of the 
conversation. 

Is your team overall struggling to 
ask for the appointment? Your 
call tracking provider should 
compile all the data from individual 
performance reports to see where 
the main pain points lie. 

Missed calls and fumbled 
appointment opportunities will be 
highlighted within reporting.

Having your team log in and view these 
results themselves will help encourage 
accountability. They will see how they stack 
up against their fellow BDRs, and seeing 
that their connection rate is 30% and the 
star player’s is 75% will naturally encourage 
them to do better.

30%

75%

Manage and Comment on 
Tasks

Individual Staff Phone 
Performance

Trends in Team Performance

Missed Opportunities for 
Business
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will improve the overall efficiency of your dealership, and in turn your customers will be more 
satisfied, your staff’s phone skills will improve and your bottom line will increase. Now that’s a 
solution we can all get behind. 

ESTABLISHING A WELL-OILED BDC
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Own the Phone with

Want to dive deeper into improving your phone performance? Car Wars 
will help you Own the Phone through:

MISSED OPPORTUNITY ALERTS

If a call is mishandled, we’ll notify the right people at your store for immediate 
action.

1

REPORTS THAT DRIVE ACTION

Understand which marketing efforts are driving the best leads and how well 
your store is handling those leads.

2

A SCOREBOARD COMPETITION

Compete against a different dealership each week. Own the Phone and win the 
game!

3

GET A DEMO
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