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You’re Tasked With…

Building a memorable customer experience … 
one that builds loyalty, repeat business, and 

positive word-of-mouth referrals for your 
service center and for your dealership in 

general.



But You’re Faced with …
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How do I find
my customers’ unreported 

problems …
while I still have a 

chance to do something 
about them?

How do I make sure
those problems are solved

to each customer’s 
satisfaction?

How do I stay in front 
of my customers in an 

unimposing and helpful way?

How do I collect 
and profitably use

positive feedback and 
suggestions from 
my customers?

How do I monitor – never mind 
improve – the experiences my

customers have with 
my service center?

How do I do all this
effectively – given limited

resources – for all 
my customers?

But You’re Faced With …
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And You Know…

It can cost much more to replace a customer 
than to keep that customer satisfied . . .

perhaps five times as much or more.

One dissatisfied customer can discourage 
many prospective, as well as current, 
customers . . .

perhaps hundreds on social networks.



OPEN-LINE  Can Help You!
 OPEN-LINE is a cost-effective, easy-to-use online tool that 

provides efficient and effective two-way communication 
between your service center and your customers. 

 OPEN-LINE allows your customers to tell you first-hand
about their experiences with your service center. 

 It gives you a window into their experiences, with the 
tools to manage their feedback and strengthen your 
relationships with them.

 It shows your customers that you care about and value 
them. 

 Based on a patented concept,¹ OPEN-LINE uses simple 
yet sophisticated behavioral theories to monitor and 
improve the experiences your customers have with your 
service center.

5 ¹  US Patent 7698162
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How Does It Look to Your Customers?
The process starts when OPEN-LINE sends  
email check-ins to your customers.

The entire process takes only a minute of your customer’s time.

Customers simply click on the personalized links 
provided in the emails to access OPEN-LINE. 

Customers enter their feedback in their own 
words.

OPEN-LINE thanks them and lets them 
know what to expect next.

Dear  Service Center customer:

Greetings from all of us at Our Dealership and thank you for bringing your automotive needs to us! 
We want to make sure you had --and continue to have -- a positive experience our service and products.

Was everything to your satisfaction? Please click on the link below to let us know about any problems you may have 
concerning your experiences with Our Dealership. Or, if you wish, let us hear your suggestions or compliments. It only takes 
a few minutes ... and we're listening!

{URL}

If you do not visit this link we will assume you are satisfied at this time. (Feel free to use this link at any time to let us know 
what we're doing wrong ... or right.)

We appreciate your business and look forward to keeping your car in tip-top shape and ready for the road!

All the Best,

Our Dealership

We use these email check-ins as a communication tool between yourself and us. However, you may decline to participate 
by clicking on the link above and using the Opt-Out feature at the bottom of that page.

Bishop Montgomery High School
Bishop Montgomery High School

From: Our Dealership
To:  customer@acme.com
Cc:
Subject: Open-Line Check-in from Our Dealership
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OPEN-LINE provides a macro view of 
your customers’ experiences …

The OPEN-LINE console lets you view all 
feedback (organized as “tickets”) submitted 
by customers. You watch in real-time as the 
feedback comes in and is handled by you or 
by whomever you designate. 

How Does It Look and Work for You?

… as well as a micro tool.
The console provides access to the details of 
each submission, tracking status and 
customer experience on a one-by-one basis. 
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• A library of real-time, on-line reports featuring full, drill-down functionality

• Ad hoc report capabilities
• Data export options

OPEN-LINE reporting lets you assess the customer experience within 
– or across all – your customers and customer groups, with:

Analytical Tools Are at Your Fingertips
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A benchmarking study conducted between April, 
2010, and January, 2011, reveals that OPEN-LINE 

significantly and positively impacts customers’ 
service ratings, likelihood to repeat, and likelihood 

to recommend in a cost-efficient manner.

Service Rating
The percentage of customers selecting the highest 
rating (Excellent) was 8.9 percentage points higher 
for OPEN-LINE users as compared to non-users.

Likelihood to Recommend
The percentage of customers selecting the highest rating 
(Extremely Likely) was 4.6 percentage points higher for 
OPEN-LINE users as compared to non-users.

8.9%

4.6%

9.6%

Likelihood to Repeat
The percentage of customers selecting the 
highest rating (Definitely Would) was 9.6 
percentage points higher for OPEN-LINE users as 
compared to non-users.

How Effective Is OPEN-LINE?
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Fits Your Budget!
Although OPEN-LINE incorporates leading-edge technologies, is  
customizable to your service center’s requirements, and represents 
significant value … it is refreshingly affordable. 

OPEN-LINE is priced on an annual subscription basis, with modest, one-
time set-up fees, if applicable. The cost for OPEN-LINE depends on the 
configuration you choose for your service center and its various 
departments. 

Factors that impact cost include:

• The number of customers you put on OPEN-LINE
• The number of staff you want to have access to it
• The features and functionality you choose

Subscriptions can be as low as $1 per customer for an entire year.
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To Learn More About OPEN-LINE          

Call or email me and let’s discuss your service center’s 
particular needs and how OPEN-LINE can help you build 
stronger relationships with your customers.

For more information about OPEN-LINE, visit us at 
www.ibrc.com/openlineforautomotive

Eileen FitzGerald
OPEN-LINE for Automotive
310.333.2497
support@ibrc.com


