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Attention: 
Nissan Dealer Principals, Executive Managers and Service Managers
Nissan Customer Pay parts and labor sales through April 2008 are tracking +5% above calendar year 2007 levels.  Economic conditions and aggressive tactics by the aftermarket continue to exert pressure on the dealership parts and service operations.  With Nissan’s significant increase in sales and vehicles in operation, we need to focus on service retention, service quality and achieving higher levels of customer pay growth.  Additionally, we need to combat the parts and service aftermarket with an aggressive marketing calendar to stay top of mind with the Nissan owner and improve your fixed operations profitability.  

To get the summer of 2008 off to a fast start, Nissan is pleased to announce for the first time ever, a National Customer Pay Recapture Rebate Program.
This spring, Nissan selected seven metro markets across the U.S. to test this initiative.  The focus of the pilot program was to recapture customers that had gone 12+ months without returning to a Nissan dealership for service.  Based on successful results in the test markets, Nissan has elected to launch this initiative on a nationwide basis for June-July 2008.  
In the highly competitive vehicle service environment, the use of rebate offers in the aftermarket is a key tactic to lure consumers away from OEM dealership service.  Nissan has developed a recapture incentive program with three attractive customer pay parts offers to generate incremental service traffic back to your dealership.  With the rebate offer and your dealership delivering an outstanding service experience, the goal is to regain these consumers’ service loyalty and ultimately improve Nissan brand loyalty on the purchase of their next vehicle.  
The Customer Pay Recapture Rebate is funded 100% by Nissan.   Here is how the program will work in your market.
Program Overview:  

A unique multi-fold direct mail piece featuring three rebate offers will be sent to Nissan owners that have gone 12+ months without a dealership service visit.  
Rebate Offers:
The consumer may select one, two or all three rebate offers listed below totaling $175.   These offers were selected to attract the highest percentage of redemption.  The average customer pay repair order during the test program was $295 in parts and labor.
· $50 rebate on the purchase and installation of a Genuine Nissan Battery
· $25 rebate on an oil and Genuine Nissan Oil Filter change

· $50 rebate on the purchase and installation of Genuine Nissan Brake Pads ($50 rebate per axle, may claim up to $100)
Offer timing:  

The direct mail piece is scheduled to be in-market on June 1, 2008.  The consumer has 60 days to complete their vehicle service by the end date of July 31, 2008.  
Rebate Redemption:
The consumer does not have to present the rebate form prior to or after the vehicle service at the dealership.  All rebate redemption procedures are the sole responsibility of the consumer.  The consumer completes all of the information on the rebate form and mails it along with a copy their repair order invoice to the fulfillment house address listed on their rebate form.  All rebate forms must be submitted by the consumer by August 31, 2008.  Upon receipt of the rebate form, the fulfillment house will send an email to the consumer (provided they submit an email address on the rebate form) acknowledging receipt of the documents.  The consumer will receive their rebate check 6-8 weeks after receipt of the documents.   In the email the consumer will be asked to complete a brief three question survey:
· How satisfied were you with this dealership service experience?

· Will you return to this dealership for future service?

· What future service offers would you like to receive?
Additional Details:  
The direct mail piece includes the offer of a FREE multi-point and tire inspection.  The multi-point inspection process allows your service team to identify current and future maintenance and repair items on these recapture customers.  Again, they have gone 12+ months without a Nissan dealership visit, so a properly completed inspection process reviewed with these consumers will build credibility for future service visits. 
At the conclusion of this program, a comprehensive post-analysis will be completed and shared with all Nissan dealers in the market.  We will track all VINS coming in for service by dealer, rebates redeemed, model by model data, consumer survey responses, additional customer pay parts and labor sold, and lots more.
The seven market test clearly demonstrated that these rebate offers will assist in bringing these 12+ months no visit owners back to your dealership.  We must deliver an outstanding experience and demonstrate the entire value equation of Nissan dealership service. 

Improving Nissan service retention, service quality and driving incremental customer pay service traffic are the core fundamentals to be supported in all of the upcoming marketing initiatives.  Nissan forecasts that we will spend over $500,000 in recapture rebates during this program to help “win-back” these customers to your dealership service department. You will see additional aggressive parts and service marketing initiatives to battle the aftermarket from Nissan throughout 2008 and into the future.
Your Nissan DPSM will contact you with complete details and answer any additional questions.  We look forward to a successful program and sharing the results in the near future.
Thank you for your business and support.

Regards,

Allen Childs

Vice President Parts & Service


