


We're a
that takes big data and applies it to
s pig-idea marketing tactics. Everything
¢ we do works toward building brand
loyalty, getting your customers
attention and motivating them to
action.
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Major Results

$82:1 161% 21%  $875M 50K

Return on Liftin service and | Increase in Revenue boost Cars sold

parts sales repurchase rate from loyalty throughweb
through 360° programs leads

customerview

marketing for
Customer Care
program
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Our Marketing Services Portfolio
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Automotive Solutions

Over our 37 years of automotive experience we have honed our
solution set to provide an industry leading platform for dealership
growth across Sales, Service and Wholesale departments.

O 3 & =

Service OnDemand Sales Marketing Wholesale Connected Car
Reminder Marketing
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End-to-End Automotive Customer Engagement Capabilities

Mediums

Engagement Services Partners

Platforms

: Component
Vehicle OEMs OEMs

Marketing Solutions

Service, Parts and Wholesale Marketing
Marketing Analytics
Predictive Modelling
Campaign Optimization
Customer Segmentation
OnDemand Marketing
Sales, Service and Wholesale
Lifecycle CRM - Service Reminder
Lost/Prospect
Marketing Enablement Technology Services
Digital Program
Tier1-3
Social Monitoring

Connected marketing
Driver education

Digital SMS

Telematics

Marketing Assistance

Marketing Department Support

Affiliates Rewards

Owner Loyalty Programs

Rebates and Incentives

Dealer Merchandise

Mystery Shopping

Creative Design

Re-Acquired Vehicles (RAV)

Warranty audit and contract administration
Disputes, arbitrage and legal support; Recalls
Payments (incentives, warranty claims)

Finance, Insurance & Fleet Co.s

Customer Care:
General Cross/up-sell,
Activation, Welcome Product Inquiries

Loyalty, Rewards Programs

Fleet

Concierge Services

Incentive programs

Account status/changes

Campaign Management

Disputes and escalations

Vehicle Buyback/Repurchase

Recalls

Franchises

Social Mobile

Independent
Repair Facilities

Technical Support
Level 1-4 Support
Dealer Support
Field Support
Parts Process (Validation, inventory,
ordering)
Warranty Claims
Diagnostic Services

Executive correspondence k

Connected support (e.g.. Driver care, roadside)
Emergency response

Vehicle and driver diagnostics and reports
Subscription and billing management

Invoice Messaging
After Sales CRM: Prospecting, Reminder
OnDemand: Sales, Service, Wholesale
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IOT Based Connected Engagement
Consumer Experience
Re-Acquired Vehicles (RAV)
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Dealer Surveys
Incentives Claims, Payment & Employee Recognition
Reward Platform
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Marketing Solutions Process

Data Inputs Concentrix Marketing Engine Consumer Outputs

&'. Consumers % Email
&'. Leads @ Social
&& Invoices | I a3 Digital
1
I
= Usage | (L] Mobile
Direct Mail Vol

y Email olce

/{5 Performance B Direct Mail

:

h Purchases [P Video

Audio ! Video
All data integrated into the marketing engine improves The Concentrix Marketing Engine utilizes advance data The outputted campaigns utilize all available data to
the intelligence and overall effectiveness of the analytics to define, refine and enhance the available ensure campaigns are uniquely positioned and targeted
marketing outputs. data. From there the logic based campaign to each unique customer. Campaigns are designed to
management triggers campaigns as determined by the limit client spend and deliver ROI.

sophisticated logic engine.
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Marketing Solutions Process
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Concentrix would first look
to establish a centralized
database from which we

will obtain a greater
understanding of the total
reach and opportunity that
exists within the current
customer base.

The advanced analytics
would be applied to
develop and define
predictive modeling.

Utilizing these scoring
methods, Concentrix will
be able gain and provide

a clear understanding of

each customer and their

potential.

Utilizing the analysis, we will
identify an ideal customer
profile. We will then target or
purchase a list of businesses
who fit this profile, ensuring
that every lead that we target
or acquire has a high
propensity to convert.
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Target

Once the list source has
been established, specific
campaigns will be
designed to target, inform,
and engage these
prospective customers.
Concentrix will leverage
its partnerships with
LinkedIn, Facebook,
Google, etc. to develop a
campaign that is within
budget and will deliver
response and ROI.
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Utilizing the analysis,
modeling, profiling, and
targets, Concentrix will

begin the precision
targeting of the
prospective customers.
We will deliver the right
communication at the right
time, through the right
medium. Hot leads are
delivered to the Contact

Center for expedited

conversion.
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Fundamental.ntelligence < ) Data Integration

Data Management

Our-solutions all start on the basis of intelligent

communication. We insert an underlying layer 9 Customer Segmeptation
of analytic intelligence prior to the delivery of
any communication. This-intelligence layer-
provides the proper foundation for future *
success.
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Data Integration

Data Drives Our Marketing

Purchasing
Data
Telematics *
Data | Owner Data

Consuming data from a

variety of sources allows

us to see a holistic view of Recall Data o[ c—— BN . Campaign
’ . Data

each customer’s behavior,

lifestyle, and needs.

Financial i Demographic
Data ® Data

Survey Data
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Data Management Processes

It All Starts with Data

CLEAN ENHANCE

Concentrix completes a comprehensive We enhance the data captured through
review/audit of the data to ensure detailed data modeling and analysis in
proper utilization and data integration. addition to third party data appends.

i
DATA GATHERING " VERIFY DELIVER
We have the capability to bring Through the verification process Once the data management process is
together massive volumes of data into : Concentrix performs a number of complete the finish data set is loaded
the Concentrix Platform including but procedures such as NCOA, Merge/Purge into the Concentrix Platform as the
not limited to: Customer Data, Invoice, to ensure data integrity. final Marketing Database.

Third Party, Sales Data.

Concentrix can also acquire data from

trusted 314 party data sources
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Customer Segmg

A Lifecycle Example A
:
1
1
1
: RECENTLY RECOVERED
: Al _
i Customers who have recently Customers who recently serviced
i made a vehicle purchase but after 12+ months of no activity.
. have yet to visit their service
X dealership.
:
1
| =
1
1
1
1
! ACTIVE LOYAL
: i _
1
i Customers who have made a Customers who have completed a
ACTIVE 8 i service visit within the last 12 service visit 2+ times within the
RECENTLY : months. last 12 months.
1
RECOVERED !
3 <«
1
1
: AT RISK LOST/PROSPECT
] = ki
E Customers who have not Customers who have not
\4 completed a service within completed a service visit
the last 7 months. within the previous 12
7 7 months.
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Predictive Modeling

Predictive modeling gives our
program a strategic advantage
and provides a consumer
roadmap for marketing ad
spend.

The analytic driven approach
not only increases ROI on
marketing spend but provides a
singular view on customer
propensity for future
engagement and loyalty.

PROPENSITY
SALES

Model identifies the customers

who are most likely to purchase a

vehicle in the next 90 days.
Scoring: 1- 10
Update: Bi-weekly

PROPENSITY
SUBSCRIBE

Model identifies the customers
who are most likely to subscribe
to a connected car feature or
subscription.

Scoring: 1- 10
Update: Bi-weekly

PROPENSITY
SERVICE
Model identifies the customers
who are most likely to service
their vehicle in the next 90 days.
Scoring: 1- 10
Update: Bi-weekly

PROPENSITY
LOYALTY

Model identifies customers who
are most likely to demonstrate
long-term loyalty for all servicing
needs.

Scoring: 1-10
Update: Bi-weekly

PROPENSITY
DEFECTION
Model identifies the customers
who are most likely to defect
from the dealership.

Scoring: 1- 10
Update: Bi-weekly

PROPENSITY
TIRES

Model identifies servicing
customers who are most likely to
purchase tires in the next 90 days

based on historical patterns and
vehicle wear points.
Scoring: 1- 10
Update: Bi-weekly

CONCENTRIX'
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Customer Profiling Through Analytics

Personalized Experience

CUSTOMER
@
123 Main Street

1555 555556
johndoe@gmail.com
Active Customer
Millennial

VEHICLE

®
2015

Coupe - Sport Package
Last Service: May 2017
Last Tire Purchase: Nov

(=

CONCENTRIX

SERVICE DEALER

@
Dealer of Main

555 W. North Street
www.dealerofmain.com
Mon-Sat 7:00 AM - 7:00 PM

ANALYTICS

L J
Service Score: 8
Defection Score: 3
Tire Score: 7
Loyalty Score: 8

CUSTOMER
@

123 Main Street

1555 555554

janedoe@gmail.com

Active At Risk Customer

GenX

VEHICLE
([
2010

Sedan

Last Service: Nov 2016
Last Tire Purchase: Aug
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SERVICE DEALER

L
City Dealer

444 E. First Street
www.citydealer.com
Mon-Sat 8:00 AM - 7:00 PM

ANALYTICS

Service Score:
Defection Score:
Tire Score:
Loyalty Score:

WW\IO\.

o
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mailto:johndoe@gmail.com
mailto:johndoe@gmail.com

Communication Personalization

Data Driven

THE ART OF
ENGINEERING

Customer Dealer name
THE ART OF
car year & ENGINEERING

model

Customer name Customer and

Personalized Dealer Info
, Vehicle - - — within copy

Variable copy Health Check Mikios mrmma e

block based s N

on coupon §ales

chosen Imagery e i st et

based on |G Ability to
Dealer customer include seasonal

Copy details based service model imagery

on year/make information
maintenance

schedule

Each communication is personalized based on the customer, dealer, vehicle, and
season

CONCENTRIX © 2019 Concentrix Corp. All Rights Reserved. Confidential and Proprietary. Different by Design



P

’ s v
,‘\
5

Tier 3
Sales
OnDemand

4 Promote OEM Certified Campaigns
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How it helps? Z \ \

Our Sales OnDemand program provides dealerships
with a tool from which they are able to specifically
target their in-market customers.

Dealership funded campaigns (email, direct mail and
digital) are deployed on a weekly basis. Dedicated
and specialized program support is available 5 days a
week to assist dealerships with their marketing
efforts.

alership Funded Campaigns

R w
L N

W
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Owner Program Lifecycle

____________________ ' i Materials

@ — — Dealership Promotional .
. I
I

I

o = A
DAY 1 DAY 14 DAY 28
COMMUNICATION COMMUNICATION COMMUNICATION

',i

e

= COMMUNICATION

__________________

Y . @ - _i Dealership Promotional
bommmmmeoo oo ! ' Materials
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Digital
Studio

Concentrix is the premier Digital
marketing platform to retain your
existing customers, recapture your
lapsed and conquest new customers.

rAl 2y
" :"‘
- y

» - c.'

>

~ ASE |
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Digital Marketing -

Each campaign is designed and delivered to
conquest your competition and ensure your
loyal owners can find you.

v" We create the partnerships so you don’t
have to!
v' Designed for YOUR dealers and YOUR
goals!
v Fully customized to YOUR dealership!
v" Website
v' Offers
v Designed specifically for YOU and YOUR
goals!

Concentrix is the premier Digital marketing
platform to your existing customers,

your lapsed and conquest new
customers.

Our Specialty

3,500
£ 8 Googl ~ Dealership related
= 5 b blﬂg ~ programs in North
o ° i ‘ America!
%) A B A4 % §
_:X Years of experience in
' ~ Automotive After Sales
‘ Marketing
)
e
AN ®

> in
E =
3 ©
£  dliveRamp
E e o Adcoe’ Marketing Cloud
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Recall &
Buyback

© 2019 Concentrix Corp. All Rights Reserved. Confidential and Proprietary
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Concentrix and Reacquisition

The 26 Year History of Reacquired Vehicles

Supplemental Recall
Program

Supplemental Recall

Supplemental
Settlement Process

Supplemental
Settlement Process

Reacquisition Database
Launch
Reacquisition Program
Launch

RAV Online Launch
Client User

Supplemental Recall

CONCENTRIX

Supplemental
Customer Retention
Program with
Customer Portal

Customer Portal
Launch

Field Staffing
Launched in US

Dealer Portal
Launch

Field Staffing
Launched in Canada

© 2019 Concentrix Corp. All Rights Reserved. Confidential and Proprietary.
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Recall Management Touchpoints

Pre & Post Recall Support

Customer, Dealer & Field Support

Concentrix Recall Assistance Center

» Responsive, scalable staffing and capacity
» Automotive and brand expertise

» Multi channel self- and assisted-service

» Single point of escalation

* Multi source databases
* Service marketing
* Supply chain management

Customer & Dealer Notification

Compliance Management

* Design, production and distribution for all
communications

+ Tailored to region, language, brand, and role
+ Physical or digital
* Multi-channel per regulation and preference

Data Management Integrations

* Dedicated NHTSA SME
* Visual dashboards
* Notification, completion and repair validation

» Campaign, brand, vehicle, component, dealer,
regional, national

Continuous Improvement

Enabling Technology

» Scalable * Voice of the Process & Voice of the Customer
* Redundant * Predictive & Prescriptive

* Flexible « Drive increased customer & dealer satisfaction
* Real time * Higher completion rates

» Plug & Play
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Vehicle Buyback Programs

Requests &
receives Buyback

Customer
Pain Points

OEM
Challenges

Approval from
OEM

* May take multiple
interactions

+ Decision may take a long
time

* Gathering relevant
information

» Coordinating multiple
parties/ organizations for
a decision

Valued

* Customers’ issue is
understood

* Decision is made as quickly
as possible

* Customer and Dealer
information is passed
along

* OEM and Concentrix
systems “talk” to each
other for a seamless
customer and dealer
experience

* Customer feels valued

CONCENTRIX

Provides Requested
Documentation and
Receives Offer

» Cumbersome process may take longer
than expected - Lack of
communication

« Surprises (Required Docs, Offer, Etc

* Gathering / tracking required docs

* Timely communications with
customers and dealers... moving
process forward

» Complexity of state-by-state policies

Easy & Fast

* Customer is informed about the
process and timeline

» Communicates and provides
documentation electronically via
preferred channel

» The Knowledge System proactively
informs CNX Analyst

* Customer, the Dealer and CNX Analyst
are kept informed throughout the
process through automated proactive
notifications

* Customer understands how the offer
will be calculated and can “model”
options on the Portal

Agrees to Offer &

Surrenders Vehicle

* Multiple trips to the dealer
* Surprises
* Delays

* Missing paperwork at dealer /

delays

* Missing signatures

* OEM doesn’t’ t receive
paperwork / delays

In Control
* Customer feels informed, in

control, and accepts the offer
* CNX Analyst works with dealer

and customer to ensure all

required documentation is ready

and available - No lost documents
» CNX Analyst assists the customer

with scheduling the appointment

with the dealer

* “Paperwork” is signed and
handled electronically

* Dealer uploads docs
electronically

OEM Repairs &
Retitles Vehicle

*» May be asked to provide
documents not captured or
lost

* Multiple entities involved

* Lack of communication /
information

*Delays in transportation,
approvals, Etc.

Accelerate Repairs

* Dealer Portal provides easy
“one- stop” access to
process and individual
vehicle cases

* Electronic documentation
and process workflow
informs work steps

* System tracks documents
and requirements, and
sends proactive
notifications to responsible
party based on business
rules

OEM Sells Vehicle
at Auction

» Missing documents or
information
» Transportation SNAFU’s

Smooth Auction

* System ensures timely
delivery of repaired vehicle
to auction

* Electronic documentation
and workflow ensures all
required documentation
arrives in a timely manner

* Electronic capture of
auction executed
documents and system
business rules facilitate
timely processing of
“paper-work” and
payments

* Faster turnaround for
resale & Reduced delays

OEM Retitles &
Re-Warranties

* Waiting for new title
and/or warranty

* Missing documents or
information

Efficient Resale

* Dealer electronically
uploads resale
documents in Dealer
Portal which triggers
notification to CNX
Analyst

* CNX Analyst docs,
activated warranty,
and initiates FedExing
title to dealer via the
system

» New owner receives
warranty and title
quickly

© 2019 Concentrix Corp. All Rights Reserved. Confidential and Proprietary.

Different by Design



Concentrix
Connected
Car

Concentrix connected solutions delivers a
market leading connected solution that
provides a seamless and flexile customer
experience. The perfect partner for
future growth.
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Connected Car Support

Device
) « Embedded Hardware Customer Engagement Channels &
3™ Party Integration Technology

Platf | . * Cellular Connectivity
° t t t
@O Tresraton * In Dash Systems * App

» Content Providers * Web
* Wearables

* CRM
* Marketing / Campaign Platform

* Data Integration

* Contract Management

* Product partner management
* Channel partner management

* Customer engagement
integration

Data & Analytics

* Data Management

 Data Cleansing and Augmentation Operational Processes « Technology Strategy

» Visualization and Reporting * Process Design « |dentity Management

* Subscription Management

* Privacy Management/ Compliance

Customer Engagement
Processes

* Provisioning
* Contact Center Operations

* Cognitive Analytics » Customer Care & Technical Support

* Cross-party Monetization . :
* Dealership Education Conc1e.rget _
Concentrix Role « Catalog Management * Subscription Marketing and
: . Customer Education
) Provide * Reporting
@ Deploy / Manage * Finance & Accounting
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Connected
Car

Japanese OEM

5 years
-Customer assistance
-Dealer support
-175+ FTEs
Japanese OEM Japanese OEM
15 years 15 years
Marketl ng » Lifecycle marketing -Lifecycle marketing
. * 20FTE -20 FTE
Solutions . .
. I CONCENTRIX' © 2019 Concentrix Corp.

US OEM - Telematics
17 years

-Customer care and
concierge

-Emergency support
-Subscription support
(retention/loyalty)
-Welcome calls
-Prospecting and sales
-2,500+ FTEs

Customer
Support

Japanese OEM

4 years

-Prospect generation
-150+ FTEs

Japanese OEM

18 years

-Lifecycle and sales
marketing
-70+ FTEs

Korean OEM -
Telematics
10 years

-Subscription marketing
-Billing and revenue
management

-128 FTE

European OEM

17 years

-Customer assistance
-Technical assistance
-200+ FTEs

Luxury German
OEM
3 years

-Dealer programs
-50 FTEs

Korean OEM

10 years

-Dealer marketing
programs

-Technical assistance
-18 FTEs

All Rights Reserved. Confidential and Proprietary

Luxury Korean OEM
- Telematics
3 years

-Subscription marketing
-Billing and revenue
management

-15 FTE

US OEM

15 years

-Customer assistance
-Technical assistance
-Marketing assistance
-Dealers assistance
-1,000+ FTE

US OEM -
Telematics
2 years

-Customer Care

Korean OEM

10 years

-Dealer marketing
programs

-Technical assistance
-18 FTES

Japanese OEM -
Telematics
1 year

-Customer care and
concierge
-Emergency support
-Subscription support
(retention/loyalty)
-Welcome calls

-Prospecting and sales
-150+ FTEs

German OEM

10 years

-Customer concierge
-Dealer support
-850 FTE

US OEM

37 years

-Customer level 1 and 2
support

-Customer assistance
-Telematics support
-Dealership assistance
-2,000+ FTEs

Luxury German
OEM
1 year

-Recall contact center

and marketing
-10 FTEs
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