
AUTOMOTIVE LEARNING CENTER

Click for a 
FREE Market Analysis

HOW TO SELL YOUR 
DIRECT MAIL PROGRAM

Congratulation! You have taken the first step in dominating your market by targeting middle 
to high income households within your market areas that have spendable income to purchase 
your products and services.  

WHAT SHOULD YOUR NEXT STEPS BE?
1. Ensure the appearance of your store is “eat off the floor clean” on the inside and

that the building and grounds have a sparkling sharp look and are clear of any debris.
2. Ensure your staff is well groomed and have good hygiene at the front counter.

ANSWERING THE PHONE:
3. Develop a script for your staff for answering the phone or use the following:

• “Thank you for calling (Your Store Name), this is (Your Name). How can I help you?”
4. Ensure the staff that answers the phone are doing so as a “Yes” company.

• Our main goal on the phone is to get the customer to bring the vehicle
into our shop; not to sell the customer.

• Develop a script to get the customers to bring their car in now:

• BROKE CAR:
• Anytime your car is (whatever customer indicates is the problem), you need

to have one of my ASE certified technicians inspect your vehicle. Is now a
good time to bring in your car?”

• OIL CHANGE:
• Customer calls in for an oil change. We respond: “Is now a good time to bring

in your car?” We do this no matter how busy we are because the customers
get oil changes on their schedule (not ours) and they have time now.

• “Yes” companies - do not re-schedule oil changes when the customer calls in
• “Yes” companies - do not tell customers it will be 30-60 minutes for an oil

change or service
• “Yes” companies - do not diagnose problems over the phone (just like

a medical doctor would never prescribe medicine without examining you)
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HOW TO SELL THE COUPON:
5. Ensure the staff has a script to handle the customer when they arrive with the coupon.   
 If not, use the following:

• “This is a great coupon. Not only do you get a great price on an oil change, but we will also 
do a free complete inspection of your vehicle and if there are any safety or maintenance 
related issues, we will come let you know.”

• This helps you build a relationship with the customer and it opens the door to come 
back to the customer to sell additional services versus blind-siding them in the waiting 
room later.  They are expecting you to come back to them.  This is a trial close as well  
to help you avoid objections later.

OTHER ITEMS TO FOCUS ON:
6. Ensure every oil change and broke car that enters shop gets a PMI completed on it    
          (preventative maintenance inspection – should have one page form to document inspection). 
7. Ensure every customer gets a sense of urgency when they walk in the door.  Treat them like  
 they are your only customer of the day.
8. Ensure you are pitching just one safety or maintenance item with each car within 20-30   
 minutes after the car arrived to increase your close ratio. (Shoot for a $200 - $400 item   
 to see if they are even a buyer. Do not pitch $1,000+ work to a new customer)
9. Ensure each ticket has the following items attached to them to make sure we maximize   
 our opportunity to up-sell the ticket:

• Repair Order
• Customer History (if applicable)
• PMI Sheet
• Estimate Sheet
• Vehicle Maintenance Schedule
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10. Ensure you are staffed to be able to handle and service the customers correctly.  Remember,  
 you get one shot to make a good impression on a new customer, so you must be doing your  
 best every day.   Ask yourself each day, “Why I am better than my competitors?” and then   
 make sure your staff knows why you are better and can tell your customers about it.

Direct Mail is a direct response marketing tool, so the cards will go out and within a few days 
of the postcards hitting the mailbox, they will generate both calls and walk-ins that will inquire 
about your service. The most important points to focus on are answering the phone correctly  
and selling the coupon.
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