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Never Stop Communicating 

On average, a customer will look to 

trade-in their RV every 3 to 4 years.

It’s no secret that in order to be a successful RV business, you must rely on bringing in new 

customers and keeping your current ones.

Once they buy from you, hang on to them! 

By keeping the communication lines 

flowing, you greatly increase the chances of 

that customer continuing to do business 

with you when it comes time for them to 

upgrade.With that active of a market, you need to 

make sure you maintain consistent 

communication with each and every 

perspective buyer who comes through your 

door whether they are looking to make their 

first purchase, or looking to upgrade. 
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CRM as a Communication Tool

The thought of implementing a plan to maintain continual communication with your customers and 

prospects can seem like a daunting task.

The good news is that there have been great 

strides made with technology to help dealers 

stay on top of their leads and customers. 

This technology is called Customer 

Relationship Management, or CRM. 

A CRM solution typically integrates with your 

dealer management system, in some 

capacity, so that all customer information is 

shared and communication can be 

automated based on that data.
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Contributors

With the help of Jeremy Ketelsen, Brian Wilkins and Chuck Marzahn, we’ll show you from a 

dealer perspective:

• How to find new customers and grow your customer base.

• Ways to effectively communicate with prospective buyers and customers.

• Tips for engaging with customers in real-time.

• How to get a team buy-in when implementing a CRM solution.

Jeremy Ketelsen

Ketelsen RV

Brian Wilkins

Wilkins RV
Chuck Marzahn

Dealership Consultant
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Before you can effectively utilize a CRM 

solution, you have to grow and manage your 

customer database. 

New customers are obtained in a variety of 

different ways including walk-ins, phone, 

internet, trade shows, and other events. 

It’s important that with every new contact you 

make, you collect a phone number and email 

address. These vital pieces of information will 

play a key role in your CRM success.

Sending an email or a text message has 

proven to be significantly cheaper and more 

effective than direct mail by allowing you to 

send more targeted messages with a greater 

frequency.

Growing Your Customer Base
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We used to send a lot of direct mail pieces. With the ability to email, e-blasts are now our best 

tool. It’s a lot cheaper and a lot easier than all of the time, money, and work that’s involved 

with direct mail.

We send out a blast from each department once a month which translates into our customers 

receiving an email once per week. We’ll do a sales event at least once a month, specials once 

a month, service maintenance once per month, etc., so we’re constantly on a rotation.

Brian Wilkins

“



Although Brian sends out emails to his customer base once a week, dealership expert Chuck 

Marzahn urges that you should use caution in how frequently you contact customers to prevent 

them from unsubscribing. 

How can you gauge the interest level of your audience?

How many emails are too many?
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You have to analyze your web stats in your 

CRM system. We’ll look at how many opens, 

versus sent, versus unsubscribe. We look at 

every email and determine if it’s relevant and 

how well it performed. 

The neat thing is that every time you send 

emails and review the analysis, the better you 

get at sending the right message, at the right 

time, to the right people.

Jeremy Ketelsen

“
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How do you assign leads?

We have success with the round robin system. This 

feature corresponds through the IDS mobile application. A 

lead comes in through our website, or through a third-

party, and then it’s put through a round robin process. 

The system first determines if the inquiry is from someone 

who is already assigned to one of our salespeople. If it is, 

the inquiry goes to them via their mobile device. The 

system also sends an email to the salesperson and 

everything is time-stamped. If the lead doesn’t have a 

prior assignment, it goes to an online up sale system.

Jeremy Ketelsen

Jeremy and Brian use two separate approaches when assigning leads. Jeremy uses a round robin 

method while Brian has implemented a full Business Development Center (BDC). Each have 

proven advantages and results, so you can choose what works best for your dealership.

Round Robin

“
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Business Development Center (BDC) 

We take a more traditional approach with our leads. We 

use a Business Development Center where we have a 

team of specialists that work all of the internet leads. 

The intent is to work the lead to an appointment at 

which time they will turn the lead over to a salesperson. 

When a lead comes in, the representative will look up 

the contact and if they’ve already been working with a 

salesperson, they will assign them to that rep.  If it’s a 

new lead, they are going to dig in, start responding, 

answer questions, and get the customer in the door as 

soon as possible.

Brian Wilkins

With either method, there is automation where you can follow the progress from start to finish.

“



Response time is everything!

Urgency has to be of utmost 

importance!

If there’s anything that you need to 

place an emphasis on when 

operating your CRM successfully, 

it has to be response time.
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The chance of converting a 

lead is 391% higher 
when the lead is converted 

within one minute. 

By comparison, it drops to 

17% when it’s converted 

within 24 hours. 

National Sales Executive 

Association (NSEA)
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Automating Follow up

Setting up auto-responders definitely buys time to make the personal contact. It’s lets our 

contacts know that someone is paying attention and is looking forward to forming the 

relationship.

By using our CRM mobile app, our salespeople stay on top of leads while they are on the floor 

with other customers, as well as during non-business hours. You can create several templates 

for follow up.  

For after-hours responses, we can create something as personal as “I’m at home watching TV 

with my wife and dog and will get back to you first thing when I walk in the door tomorrow.’” 

We have fun with it.

Jeremy Ketelsen

Once you determine your system for assigning leads, the next step is to make sure they are 

followed up with as quickly as possible, and each time they make contact with you. Chuck Marzahn

advises that the easiest method for instant response is to set up auto-responders in your CRM.

“



Only 10%
of sales people make 

more than 3 contacts.

80%
of sales are made on 

the 12th to 15th 

contact.

90%
of all leads are never 

contacted after they 

leave the dealership 

and rarely do they 

return on their own.

Once you’ve had those initial conversations with leads, the next step is to make sure you have 

an effective communication plan set up in your CRM.

The National Sales Executive Association (NSEA) has done studies to show the importance of 

consistent communication. 

Proper Follow up Plan
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If someone is willing to walk in, call, or 

email they are considered a hot lead.  

They will receive some type of contact via 

text, email, or phone every day that first 

week. After that week, a manager will 

review and determine if it’s warm or cold.  

We can then start adjusting our 

communication to fit the situation.  We can 

mark their levels in our CRM as well as 

the frequency changes. 

If we’ve determined they are a cold lead, 

we still make contact, but only twice per 

month.

Jeremy Ketelsen

Jeremy and Brian have worked to set up a communication plan in their CRM and both have seen 

good results.

We have the same idea, but with a different 

twist. 

Every customer through the door gets 

assigned a 30-day follow-up routine. After 

30 days, we determine if they are a 30-day 

buyer, 3-month buyer, 6-month buyer and 

so on.  

They get assigned a follow-up routine 

accordingly. 30-day buyers are followed-up 

with frequently and more often.

One thing we’ve really liked using IDS CRM 

is that it also provides us with alerts based 

on incoming inventory that lets managers 

know what prospects are looking for. The 

salesperson will get a notification that lets 

them know the unit is coming in and here’s 

who is looking for it. It’s proven to be very 

effective in both personalized 

communication as well as sales.

Brian Wilkins

“



Using CRM to Keep Your Customers
If you’ve put all of your energy into nurturing a lead and getting a 

sale, your job is not done. Chuck Marzahn stresses that maintaining 

communication with that contact for the duration will breed more 

sales.
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62% of all customers have a least one friend or family 

member that will purchase a vehicle within the next 

12 months, but rarely are contacted by their salesperson.

90% of all sold customers are never re-contacted about 

purchasing another vehicle after they take delivery.

Within the dealership, you have a variety of different reasons to keep 

in contact with your customers, so take advantage of it.



Integrated Dealer Systems 2015

Within our CRM, we’re able to set up time 

tables and preferences to keep in touch with 

life events, birthdays, anniversaries of either 

their marriage or RV purchase, surveys, 

warranties, etc.  

For example, we’ll send a personalized 

message letting them know they purchased 

their RV 11 months ago.  It’s time to talk to us 

about warranties and see what needs to be 

done. 

We find the average unit trade cycle with our 

customers is 3-4 years.  It’s amazing to us 

how consistently they buy around the same 

time, every time.  

Given this information, we try to communicate 

on a monthly basis, then quarterly.  The first 

year it’s every quarter, then it goes down and 

picks back up month.

Jeremy and Brian take customer communication very seriously and have effectively utilized their 

CRM to aid in this process.

Aside from just the sales perspective, we also 

use CRM for our service follow-up.  

We create a follow-up schedule on work 

order status, parts on order, parts in, and we 

can inform the customer on progress and be 

transparent as to what’s going on.  

Service is a valuable part of the business, so 

the customer expects that same kind of 

communication.

Jeremy Ketelsen

“



Implementing a CRM solution

Training your sales staff

When implementing a CRM, one 

of the obstacles you must 

overcome is getting your 

salespeople to embrace change. 

It’s important as an owner or 

manager to make sure your sales 

staff knows this is a tool that’s out 

there to benefit them and make 

their life easier, not a tool to 

micromanage all of their daily 

activities.

Jeremy Ketelsen made this point 

very clear when he first introduced 

CRM to his staff.
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I’ve discovered that salespeople typically don’t like 

the thought of organized CRM. 

I had an initial meeting with my team and I started 

off by apologizing for leaving them on an island to 

try and organize their day and come up with their 

own plan. 

I told them I had an expectation of them doing it 

all, but didn’t give them the proper tools to be good 

at it.

I told them that this tool will help. 

I demonstrated the tasks and email automation 

showing them how it will create more opportunities 

and reduce double entries.  

I showed them flat out that it will make them more 

money and we wouldn’t be doing it if it wasn’t 

beneficial for them personally.

Jeremy Ketelsen

“



Getting a buy-in

To get the sales team to buy 

in to CRM and take it 

seriously, Jeremy feels that 

it’s critical to take one of 

your best performers, get 

them on board, and then 

lead by example.

In addition, Jeremy believes 

that during the training 

stage, it’s not critical to make 

metrics the key focus. He 

believes the sales team 

should become comfortable 

using it for their daily tasks 

before you start analyzing 

their performance. This will 

make them more apt to 

embrace the change and 

make it a success.
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I think you have to go 

out and find your 

champion that’s willing 

to make the changes in 

order for it to work. You 

use them to build it and 

prove to others that it 

works.

Jeremy Ketelsen

I’d recommend that for the 

first six months after you 

implement CRM that you 

use it for successes, not for 

accountability. 

If you beat them up with it, 

they will do everything in 

their power to shut it down.  

That personality trait doesn’t 

like to be watched, so don’t 

do it the first six months. 

Make it part of the culture 

and use the language. For 

us, it just became part of 

how they do things.

Jeremy Ketelsen

“
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Engage your team early 

in the implementation process

I really feel like because we went about it that 

way, we are much more successful in using 

the system. They really took on to things in a 

good way.

We are at a point now that when they come in 

the dealership in the morning, they open up 

their phones, see what happened throughout 

the night, and actually come to work amped 

with something to do. You can’t ask for 

anything better.

Jeremy Ketelsen

“ We also had meeting and involved them in our implementation schedule, so they were part of 

deciding how it was going to be implemented and utilized. 
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Analyzing Metrics to Make Better 
Decisions

The Manager View in our IDS CRM allows 

you to track the activities and what’s past 

due. We use that data to break down tasks 

and phone calls that have been completed 

by the salesperson, how many tasks are 

complete, due, and past due. It’s a giant 

scorecard.

Brian Wilkins

Once you have your sales staff on board and they are effectively making CRM a part of their 

everyday lives, it’s time to start analyzing their performance.  

A good CRM system will provide you with important data including follow-up times, frequency of 

communication, knowing what messages or products appeal to your customers the most, and 

more. You can then use that data to improve your sales process and better train your sales team.

Completed Activities is another report you 

can run and drill down to see what products 

they are looking at, how they contacted 

them, and the content of the conversation 

so you can manage what they are doing 

and give them direction.

“
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We also use CRM to drive 

inventory decisions and we 

look at lost sales. 

If we have units out there 

where we are writing deals but 

they’re not selling, it tells us 

what they are showing and 

what is actually selling.

Jeremy Ketelsen

We have the same manager 

view. 

From the mobile side of 

things, you’re able to see time 

stamps. If they don’t meet that 

time, then they are off that 

team. It allows us to create 

goals and use the CRM 

language to help improve their 

process.  

We made sure our sales reps 

went through a training 

process to make sure they 

knew how to use their 

process. 

We still have weekly meetings 

and talk about leads that have 

slipped through the cracks so 

we can get on top of each 

situation.

“



Believe in the Power of CRM!
Make CRM work for you! By 

choosing the right solution, 

determining an effective follow-up 

system, training your staff 

properly, and learning how to 

measure the results, you’ll 

discover that communicating with 

prospects and customers has 

never been easier. 

Having these tools in place will put 

you in a better position to bring in 

more customers, generate sales, 

and ultimately bring more 

profitability into your dealership.
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More Resources
There’s always more to learn!

Gain Control of Your Inventory

Discover a 7-step 

path that will lead 

you to gaining 

control of one of 

the most important 

aspects of your 

business.

DOWNLOAD
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Service Writer’s Guide to 

Success

DOWNLOAD

Learn about 7 basic 

service processes 

for delivering the 

best customer 

service

http://www.ids-astra.com/download-proven-steps-gaining-control-inventory
http://www.ids-astra.com/download-service-writer-guide


Sales and F&I

Manage and monitor every 

step of the sales process, 

from lead management 

through the closing.

Accounting

Identify trends, generate 

detailed tax records, create 

customizable financial 

statements, and much more.

Service

Run your service business 

more efficiently with Service 

Scheduler, Estimates, 

Warranty Processing and 

more.

About Integrated Dealer Systems
IDS is a leading provider of dealer management software that helps dealers manage their business 

more efficiently while boosting profits.

Reporting & KPI’s

Monitor the success of each 

department with advanced 

reporting and drill down 

capabilities that help you find 

the root cause of issues or 

opportunities.

Parts & Accessories

Track all your RV parts from 

when they arrive to when 

they leave your dealership.

For more information, 

call 1-800-769-7425

or visit 

www.ids-astra.com


