
Low-Hanging Fruit in the 
Service Department

Exceed your customers’ expectations and improve loyalty and transparency by equipping 
your service department with advanced communication, inspection, and reporting tools. 



What Is Singlethread? 
Singlethread is a customer- and internal-communication 
platform designed specifically for auto dealers. 
Singlethread allows service advisors to text customers 
and chat internally with service technicians and other 
co-workers — all from whichever device they chose — 
accelerating the process and creating a more efficient 
team environment. 

Service techs can use Singlethread to perform electronic 
vehicle inspections faster and more accurately than 
they ever could with paper forms. This enhancement 
to the inspection process allows the advisor to present 
additional work in a much more streamlined fashion. 
Technicians and advisors can also include pictures and 
video to help build transparency. Finally, Singlethread’s 
mobile payments feature allows customers to pay on the 
go and streamlines the vehicle pickup process. 

Singlethread is highly intuitive. Dealership personnel are 
typically able to navigate the system within minutes, and 
users can get live support from Singlethread directly 
within the screen they are working on. 

How Does 
Singlethread Work? 
Singlethread allows your service advisors (or BDC reps) to 
communicate with service customers via text. Customers 
read and write text messages on their mobile devices, 
just as they would with any friend or family member — 
including sending and receiving photos and videos. 

Service advisors also use Singlethread to review 
inspection reports completed by techs, quickly generate 
a quote, and send mobile invoices. Customers can pay a 
Singlethread-generated invoice online before they pick 
up their vehicle. At the end of each service experience, 
customers are asked whether the dealership met or 
exceeded their expectations, and they are given the 
opportunity to provide feedback. 

Service retention is critical to dealership profitability. But customers have been 
conditioned to expect poor communication, long wait times, high-pressure 
sales tactics, and expensive pricing from dealership service departments. 

These perceptions work against dealers who try to generate long-term loyalty and 
customer-pay revenue, as do the realities of dealership operations: The standard for 
communication with customers has historically been poor, and customers who call for 
updates during busy times will find it difficult to reach their service advisor. Any delay 
in the process can undo the dealership’s commitment to fix the car in the time quoted. 

All these factors contribute to a poor customer experience that directly impacts 
loyalty. Changing these long-held perceptions may seem impossible, but there 
is good news: There are easy ways to solve some of the biggest challenges to 
delivering the type of service department experience today’s consumer demands. 



How Will Singlethread 
Help Me Build Loyalty? 
Singlethread helps you earn loyalty by delivering a first-class 
customer experience via text message — a popular and likely 
very familiar format. Feedback from customers show that 
Singlethread offers a surprising level of efficiency and creates a 
positive impression of the dealership. 

Singlethread’s automated text messaging is the heartbeat 
of the system. It keeps customers updated and ensures 
communication is timely. Throughout the service process, the 
customer can view pictures, videos, reports, and quotes. This 
builds trust, improves transparency, and creates a low-pressure 
sales environment that has paid off for dealers (see graphic). 

For customers, Singlethread helps reduce or eliminate the 
anxiety that typically accompanies the service experience: 
Have they inspected my vehicle? 
What repairs are necessary, and how much will it cost? 
When can I pick up my vehicle? 

Repeat customers can simply text the dealership to set up 
appointments, including oil changes. Whether they come in 
for a repair or routine maintenance, Singlethread’s Mobile 
Pay feature ensures customers won’t have to search for their 
service advisor or wait in line to complete their transactions. 

All these functions and features help to create a customer 
experience that is far from expected. This greatly improves 
loyalty and helps generate profitable repair orders. 

How Will Singlethread 
Help Me Sell More? 
Singlethread improves service sales, revenue, and profitability 
by facilitating a more efficient process on a system service 
personnel actually want to use. By delivering inspection reports 
and repair quotes by text and demonstrating trustworthiness 
and transparency, Singlethread ensures consumers feel more 
confident that their dealership is doing all necessary work. 

Singlethread also improves accountability, a critical factor in any 
service department. Accurate, real-time reporting can tell you 
whether every opportunity for additional work is presented to 
every customer. 

How Will Singlethread 
Save Me Time? 

Employees use Singlethread’s Internal Chat feature to 
communicate with each other by text, reducing the frequency 
of phone calls and travel between their desks and your service 
bays. Real-time notifications between departments help create 
quotes significantly faster. 

When a tech needs to know whether a part is in stock, they can 
get an immediate answer from the counter. And when advisors 
text customers for approval, their messages are received and 
read in minutes, likely while the vehicle is still on the hoist. 
Service advisors report that Singlethread saves them hours per 
day simply by helping them avoid playing games of phone tag 
and leaving voicemail messages. 

Singlethread data from 
2017 shows a number of 
compelling results, including: 

• Total repair orders showed 
an opt-out rate of 1.1%, 
demonstrating that text 
messaging is a viable 
communication method 
for the dealership. 

• Customer pay averages 
improve from $261 for non-
texting customers to $405 
for customers using texting — a 155% increase in revenue. 

• Customers who report they are satisfied with their 
service visit via Singlethread generate $476 per RO, a 
182% increase in revenue from non-texting customers.

• Customers who use Singlethread’s mobile payments 
feature generate $764 per RO, a 292% increase 
in revenue from non-texting customers. 

Text Messaging 
Pays Big Dividends



How Can  
Singlethread Address 
Compliance Issues? 

Singlethread promotes regulatory compliance by 
creating a digital record of each transaction. The 
electronic storage of documents and conversations 
meets or exceeds Telephone Consumer Protection Act 
(TCPA) standards, and text messages can be archived 
and searched for as long as necessary. 

How Will Singlethread 
Make My Life Easier? 

Singlethread is not just for service and BDC 
personnel. Singlethread offers a dealer-
facing dashboard that displays: 
• The real-time status of every vehicle in your shop. 
• Department performance metrics, including 

response time, inspection delivery rate, technician 
completion rates, and utilization rates. 

• Customer feedback monitoring. 

Singlethread users benefit from a highly efficient 
process that ultimately allows dealerships to service 
more vehicles in a shorter amount of time. The system 
is backed by a highly experienced and proficient 
installation team. Singlethread also offers in-
dealership training and process optimization. 

Singlethread helps deliver a service experience that 
surprises and impresses customers. It also makes 
service advisors’ workdays easier and offers dealers 
actionable insights into fixed ops performance. If 
you are ready to take your service department to 
new levels of efficiency, profitability, and customer 
satisfaction, contact us today!

Ask the Experts
The founders of 
Singlethread, Will Mapes 
and Patrick Southward, 
are available to answer any 
questions you might have 
about our platform and what 
it can do for your dealership. 
Reach us via email or call us 
at (844) 920-2656 today! 

Singlethread Modules
The Singlethread platform houses five key modules: 

#1 TEXT

• Automatic text 
message updates

• Send and receive attachments, 
including photos and videos

• TCPA compliant

#2 INSPECT

• Electronic vehicle inspections
• Long-term report storage
• Real-time customer delivery
• Ensures 100% presentation 

of 100% of services
• Eliminates grease-

stained paper reports
• Improves technician accuracy

#3 INTERNAL CHAT

• Facilitates real-time digital 
chat between departments

• Improved communication 
accelerates the vehicle 
service process

• Techs save time by 
communicating while 
staying with the vehicle 
they are working on 

#4 MOBILE PAY

• Allows customers to pay for 
service from their mobile devices

• Speeds up the vehicle 
pickup process

#5 CUSTOMER SATISFACTION MEASUREMENT
• Real-time feedback capture
• Allows dealers to resolve 

concerns immediately
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