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Dealers love to spend. Every month, tens of thousands of 
dollars get poured into digital ads, lead providers and shiny new 
programs that promise to deliver the next wave of customers. It 
feels easy. You cut a check, the leads show up and you can tell 
yourself you’re fueling growth.

But here’s the truth: most of those dollars are wasted. The 
goldmine you’re ignoring is sitting right in your CRM, untouched. 
Past customers. Unsold traffic. Unsold internet leads from 60 
days. Service customers who are in an equity position. Those 
opportunities are paid for, but most managers and sales teams 
never touch them because working the database feels harder 
than clicking “approve” on another ad budget.

That’s not a process problem. That’s a discipline problem.

THE EASY FIX VS. THE REAL FIX 
Buying leads is the easy fix. Throwing money at the problem 
covers up weak processes, untrained salespeople and managers 
who fail to coach. The real fix is harder. It’s accountability to 
daily activities. It’s holding your team to a standard that every 
single day they mine the database, they make the calls and they 
control the conversations.

Here’s the reality: customers already know the prices. They’ve 
been on your website. They’ve seen the OEM specials. Many of 
them already received an auto-generated price email from your 
CRM. Pretending you’re going to win them over with a new ad 
campaign is kidding yourself. The information is already in their 
hands.

So instead of running from it, you use it.

HOW TO TURN DATA INTO CONVERSATIONS 
When a customer says, “I’ve already got a price from your 
website,” that’s not the end of the road. That’s your opening.

“Congratulations, you found the price on our website. That’s a 
strong starting point, and it tells me you’ve done your homework. 
My job now is to make sure you’re not missing out on any of the 
manufacturer’s rebates or special programs that could apply 
to you. Call me today, and I’ll walk you through exactly what’s 
available so you can take full advantage of it.”

That response does two important things. It acknowledges the 
customer’s effort, but it also positions the salesperson or BDC 
rep as the professional who adds value. You’re not just repeating 
a number they’ve already seen. You’re leading them toward the 

next step with confidence and expertise.

Then you pivot to the piece most customers never think about 
until you bring it up: the trade.

“I’d really like to have our professional appraiser take a look at 
your vehicle. Many times, we’re able to pay more than expected, 
sometimes a lot more, depending on the vehicle. Getting that 
appraisal done could completely change things for you, and I 
don’t want you to miss out.”

Notice how those are two separate conversations. The first 
builds value in you as the professional guiding them through 
programs and rebates. The second builds value in your appraiser 
and the process of getting the trade done. Either one can drive a 
call back or get the customer in the showroom, but together they 
create urgency and momentum.

TRAINING MAKES IT REPEATABLE 
Talking about the database hustle is one thing. Executing it every 
day is another. Most stores fail because there’s no structure, no 
practice and no accountability.

Salespeople and BDC reps need word tracks that build value in 
what they do and move the customer from “I already saw the 
price online” into a controlled conversation that leads to the 
showroom. They need to practice those tracks through roleplay 
and live calls until the right response is second nature. Managers 
have to enforce it by listening, correcting and holding people to 
daily activity standards.

The shortcut of “just bring them in” does not work. It 
creates weak conversations, missed opportunities and 
lost appointments. A disciplined process that uses pricing 
information as a hook, pivots to rebates and programs, and 
moves the customer to a professional trade appraisal produces 
stronger callbacks, more showroom traffic and more sold 
vehicles.

Without that level of structure and coaching, working the 
database is just talk. With it, you create consistent activity that 
drives measurable results.

WHY IT MATTERS NOW 
With today’s customer, you’re not winning on discounts. You’re 
not winning on another ad campaign. You’re winning by being 
the voice of confidence that turns raw information into action.
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The “out the door” price customers demand isn’t even real until 
you know what their trade is worth. The database is where those 
conversations start, and it’s where your next month’s sales are 
hiding.

THE CHALLENGE 
Before you approve that next $20,000 ad spend, ask yourself:

■ �How many unsold leads are sitting in your CRM right now?

■ �Who is actively calling your equity customers and lease 
retention opportunities?

■ �What am I selling out of my service drive every single day?

■ �Do we have a referral process, and is it actually working?

■ �How many past customers haven’t been called in the last 90 
days?

■ �How often is your BDC proactively feeding your showroom 
with outbound appointments?

If you don’t like your answers, the problem isn’t your advertising. 
The problem is your activity. Stop chasing. Start coaching. The 
database hustle will outperform your ad budget every single 
time. Get out there and crush it. ■


