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Research highlights 
lost profit opportunity 
RECEPTIONISTSCONTINUETO 'say 

goodbye' to tens of t housands of 

pounds in profit every year. 

New research by acciden t 

management provider, Accident 

Exchange, found that a staggering 

78% failed to handle customers 

seeking help after a collis ion . 

The mystery shop of 135 

franch ised deale rs, each operating 

without an integrated accident 

management policy, saw 42% 

direct th e cust omer t o t heir 

insurer w ithout offering any 

assistance from t he dealership . 

Another 36% provided the 

customer with det ai ls of the 

independent bodyshop the dealer 

refers business to. However, 

in nine out of 10 cases,the 

recepti onist fail ed t o not e the 

name and conta ct detai ls of the 

cust omer before ending the call. 

'The recept ionist is as important 

as t he sales team: said Daksh 

Gupta, Chief Operating Officer at 

Accident Exchange. 'There needs 

to be a culture change throughout 

t he dealership. Wh en a customer 

calls for help, dealers are usually 

unwill ing, many because they 

simply don 't have a fleet of 

courtesy cars on sta nd-by. Yet , 

w ith almost every manufacturer 

placin g huge standards paym ents 

linked t o CSI rat ings, it seems 

absurd to tu rn your back on an 

opportun ity to offer support.' 

Accordi ng to Accident Exchange, 

t he average dealer can add 20% 

in revenue f rom an accident 

management serv ice t hrough 

labour hou rs, parts and credit hi re 

commiss ion . D 

Insure and go
 
MILLIONS OFMOTORISTSwil l 

be able to arrange th eir motor 

insuran ce qu icker and more 

convenient ly than ks t o a proposed 

change in the law, accord ing to 

t he ABI (Association of Brit ish 

Insurer s). 

The Depart ment for Transport 

has announced plans to enable 

mot or insu rance certificates 

to be issued electronically. 

Current ly t he law requires t hese 

cert if icates t o be sent by insurers 

to policyholders by post . M ot or 

insurance cert if icat es are legal 

evidence of insurance, and are 

needed when arrang ing road t ax, 

MOT and by t he po lice. 

'This isgood news fo r customers 

and insurers: said Justin Jacobs, 

the ABI's Head of Motor Insurance. 

'Over half of UK householdsare now 

onl ine,and thi sw ill enablet hem 

t o arrange mot or insurance more 

speedily.' 

news in brief
 
• BASF HAS PUBLISHED its 
2006 annual report entitled 

Shaping the Future, which 

contains a consolidated 

f inanc ial statement and a 

compensation report. m 
• LORD CORPORATION ­
maker of Fusor Automotive 

Repair Adhesives - recentl y 

accepted a Recognit ion 

of Excellence award from 

Sherwin-Williams. 00 
• SIKKENS AUTOCOAT BT 
has announced 20% growth 

of market share in 2006 

and anticipates cont inued 

expan sion in 20 07. [!!9 
• ALLlANZ CORNHILLhas 
announced that it will 

be changing it s name to 

Allianz Insurance pic. The 

decisio n ref lects an evolving 

brand st rat egy for the 

organisation. 00 

Two ye ars after signing our first sh op, the Fix Auto 

Network is already the 2nd largest group of Independent 

Repairers in the UK. 

With 20 fully branded lo cations all offering exceptional 

lev els of customer care and repair integrity, our insurer 

clients are now enjoying the benefits of increased 

effic iency and retention . 

W ithout a clear st rategy for communicatio n, you just blend in. 

The irony is that you do hav e something to say, something 

unique even in a crowded field and even if your service is 

sim ilar to your c ompet ito rs. After ethics and performance, 

Brand becomes a key asset in the 21st c e ntury. 
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