Reminder: Learn How to Increase ROI with
Care Connect - Register Today!

TO: SDC EST CEN WST
FROM: Subaru of America, Inc.
DEPARTMENT: Marketing

DATE: 04/07/2015

CATEGORY: Veh Sales/Mktg

Understanding Care Connect successes and failures can bring you recognizable business
benefits. Join us for a webinar to learn how Care Connect key metrics can help identify
what is working right for you and what your business challenges are.

Tuesday, April 14 @ 1PM EST — Register Now!

Click here for a Quick Reference Reporting Guide which is a great tool to help you get the most out
of Care Connect reports.
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How to access reports in
Care Connect

Specific ROI reports tied to triggers are only available/visible

on this menu if they are turned on.
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Managing Scheduled
Reports

You can now schedule
reports directly to your

inbox on a timeline that
works to stay informed &
track successes.

Click here to go to Manage Scheduled Reports

Any reports that are currently
scheduled will show up in bold with a

green check next to them.

Click to expand for details
on your current schedule (or to

add a new report not currently
scheduled).
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Managing Scheduled
Reports

For reports currently scheduled, you can
choose to turn off the current delivery schedule
without changing or deleting any parameters.

To edit an existing report, click
edit and you will be able to update
the name of the report, the frequency
(monthly, weekly or daily) and

the exact delivery day during that
timeframe.
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Managing Scheduled
Reports

To add a new report, click to
go to the report and add a new
schedule OR you can schedule
directly from the report by
clicking the “Schedule Report”
button at the bottom.

NOTE: Scheduled reports will be delivered in excel format
as an email attachment (one per retailer per report) and will
include the parameters that were in place at the time you
scheduled the reports.

The same pop-up box will appear to schedule a
new report as you would see if you were to edit an
existing report. You can also click the link to go directly
to the Manage Scheduled Reports page and make any
other changes.
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Market Driver Key Metrics
Report

Learn more about

the effectiveness of
Market Drivers including
breakdown by channel
and segment (for Service).

Click here to go to Market Driver Key Metrics

Select the Sales OR Service
Market Driver & Launch date, then
click Run Report. For pieces with
multiple launches, select results for

1 launch, or a combined results over
multiple launches.

For Service,
see results by
segment or
overall.

Toggle between key metrics

Look at results by and compare to Nation, Region,
channel, and then Zone & District.

compare them to Click to preview the
others. Market Driver that was
sent out.
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Select the date range and
then the Owner Touch Trigger
or Market Driver you’d like to
learn more about.

When “All” is selected,
graph shows at a glance the
ratio of opens to clicks for each
communication (emails only).
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Email Activity Report

Get deeper insight into
open & click activity on
any emails sent out, and
check success of specific

coupons or offers!

Click here to go to Email Activity

More details about each of
these data elements found
below on page 3.

Email Activity Report




# emails sent

#/% of emails
opened (avg. is
approx. 22%)

#/% of
customers who
clicked on any
link (avg. is

#/% of total
email clicks
(accounts for
1 customer

Email Activity Report

#/% of clicks
that were
specifically on
coupon/offer

#/% of clicks
that were on
any other link
besides a

#/% of
customers
who opted out
directly from

#/% of emails
that bounced
back - click

to get a list of

approx. 1.98%) clicking on this email invalid emails

many links)

coupon/offer

Compare opens & clicks
to the national, regional,
zone & district averages for
that same communication.

See the total
clicks on each
specific link.
For offer, link
name is based
on location in
template.

Click to see the Market
Driver being referenced in

this report as a reminder
on links, offers and more

Downloading the data will provide the customers & actual links clicked.
Once generated, you will be able to download the file.
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Email Collection Report

Track how staff is
doing collecting email
addresses. For every

50 new valid email
addresses, a retailer
can make an additional
$1,000 per year.

Click here to go to Email Collection

Look at this report for the last See collection opportunities
week, month or 3 -month period. overall or at the time of a sale, repair
order or appointment scheduling.

This graphic will
indicate the types
of collection
opportunities
available for this staff
person.

Click on a specific staff person to drill
deeper into their collection opportunities.
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Email Collection Report

The timeframe will carry over from
the top report when you click through
on a specific staff person, but you can

also adjust your view to see a different
employee, timeframe, and more.

You can link directly to the customer’s

Email Status Definitions
profile where you can find a customer’s

phone number and follow up if necessary.

are carried over from the
Email Validity Report.
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Email Validity Report

Track the % of valid
emails. For every 50 new
valid email addresses,

a retailer can make an
additional $1,000 per
year.

Click here to go to Email Validity

At a glance, see the current % of
valid email addresses for service

or sales (NOTE - there is no segment
breakdown when looking at the sales
tab.
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Email Validity Report

You can roll over each category
for a quick tool top, or click here for
a detailed description of what each

category means as well as other
details about this report.

This pop-up is available to save or print
when you click “About Email Validity” as
outlined above.
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Customer Responses
Report

See how your customers
are responding (or NOT)
to communications

and follow up to get
the most from your
communications.

Click here to go to Customer Responses

Select any specific
communication

and timeframe, then
decide if you want to
see customers who
responded already, or
have yet to generate an
RO or deal.

If looking at those who
generated a deal or RO,

you will see the date

they responded to the
communication and how many
days it took between the initial
communication & the response.
You can also find the RO or
Deal ID which allows you to
click through for more details.

For example, this is a list of all
customers who have received
the Declined Repair trigger but
have YET to come in for an RO
this month. You can click on a
customer’s name to be taken to
their customer record where you
can find their contact information
to follow up if desired.
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Owner Touch Key Metrics

Learn more about the
effectiveness of Owner
Touch Triggers including
breakdown by channel

and segment (for Service).

Click here to go to Owner Touch Key Metrics

Select the preferred
timeframe to view the data
then run the report.

Revenue-Generating Owner Touch show

at the top of the page, with ROs generated

within 30 days divided by unique customer

communications calculating the response rate.

Select preferred
timeframe Click on
any communication to
drill down into more
detailed performance
metrics.

Triggers or
Communication
Channels not in
use will be grayed
out.

Clicking any arrow
will expand the view to
include sub-categories,
such as:
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Owner Touch Key Metrics

Relationship-Building Owner Touch show
at the bottom of the page, with specific unique

metrics for each trigger depending on the goal.

Export the data to Excel, or schedule the report to
be delivered to your inbox on a weekly /monthly basis.

The timeframe from this report follows the timing from
the combined Owner Touch Key Metrics Report above.

See results
by segment or
overall.

Toggle between key metrics and compare
to Nation, Region, Zone & District.

Look at results by
channel, and then

compare them to others.
Click to download or schedule

for daily/weekly/monthly delivery
to your inbox.
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Missed Appointments
Report

Follow up with customers
who missed their

appointments to answer
any questions and
suggest they reschedule.

Option only available if Owner Touch Trigger
— is activated

Click here to view a

Missed Appointments
Report
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Missed Appointments
Report

Export the data to Excel, download
and print a PDF or schedule the report

to be delivered to your inbox on a
weekly /monthly basis.

Select preferred timeframe
of customers who missed their
appointment

Contact information is provided so
you can reach out to the customer to

see why they missed their appointment
—and you can also see the date & Op
Code tied to their missed appointment.
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Special Order Parts Arrival

Stay up to date on
customers who ordered

Special Order Parts to
make sure they know
their parts have arrived.

Option only available if Owner Touch Trigger is
—_— activated

Click here to view a No Pickup Report.
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See a list of all
customers who had
special parts ordered

in the last month but
have not yet picked
them up.

Special Order Parts Arrival

Export the data to Excel, download and print a PDF
or schedule the report to be delivered to your inbox on a

weekly /monthly basis.

You can see the Customer’s name, when the part came in
(Received Date), the last time the Owner Touch email went out

to notify them of the part (Notification Date) and the Employee
& Advisor who handled the order.
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