
How to Manage Your
Dealership Remotely



Adapt to a New Future, Step by Step

No matter which industry you’re in, it’s becoming clearer than 
ever that consumer shopping habits are changing rapidly. 
According to Mintel, for example, 33% of Americans shop online at 
least once per week, while 69% shop online at least monthly. 

Remote shopping is not new, of course – nor is it the result of COVID-19. After all, Amazon has been at the forefront of 
this change for years. A recent RBC Capital Markets survey found that 55% of Americans had ordered groceries online 
and 60% of them used one of Amazon’s services to do it.

It’s not surprising then to see that Amazon’s shares climbed 30% in the first two quarters of 2020, boosting the 
company’s market value to $1.2 trillion.

https://www.mintel.com/press-centre/technology-press-centre/nearly-70-of-americans-shop-online-regularly-with-close-to-50-taking-advantage-of-free-shipping
https://www.cnbc.com/2020/04/19/coronavirus-retail-closures-speed-the-rise-of-amazon.html
https://business.financialpost.com/news/retail-marketing/amazon-stock-has-climbed-30-in-the-coronavirus-crisis-but-it-has-one-major-risk


So, what does this mean for RV and marine 
dealers? The answer is simple – it’s time to 
move closer to a remote shopping experience.

After all, the automotive industry is already doing 
it. Hyundai UK, for instance, now allows its 
customers to configure and purchase vehicles 
via its “Click to Buy” program, showing that 
online orders are not just for Amazon shoppers.

The first step toward this future is fully 
embracing remote work and communications. In 
this guide, we’ll show you how you can get 
started…

http://clicktobuy.hyundai.co.uk/


#1. Set up Remote Customer 
Communications
The phone has been the go-to method of communicating with 
customers for almost a century and it’s still very useful in many 
ways. However, the modern understanding of the “phone” has 
changed. 

According to Statista, the percentage of households with a 
landline telephone in the US fell from 92.7% in 2004 to 41.7% in 
2018. Meanwhile, the number of cellphone-only households 
rose to 54.9% by 2018.

https://www.statista.com/chart/2072/landline-phones-in-the-united-states/


While people still accept phone calls, emails and texts have 
become just as popular, if not more so, particularly among 
millennials and Gen Xers. Given that the modern smartphone 
can receive all three, it’s only logical to connect with your 
customers across all of them to maximize your reach.

Your current customer database is already likely populated with 
smartphone numbers and emails. Why not take advantage of it 
and communicate with customers en masse using these 
channels? 

With a proper texting and emailing solution, you can have one person manage hundreds of communications 
at once, instead of dealing with each customer on a one-on-one basis.



#2. Invest in Your Online Presence 
& Sell Remotely

Since more and more consumers are turning to eCommerce retailers like Amazon, the first thing you need 
to do is to build up your online presence.

Start with your website

Think of your website as the consumer’s window into your operations. What do they see? Do they see your 
part and unit stock information, including availability (hopefully by location)? Do they see accurate 
information on your service? In general, how much can a customer learn from your website before doing 
business with you?

Here’s why this matters. According to Thinkwithgoogle, about 63% of shopping occasions start online, 
meaning that the first time most customers will learn about you is through your website, and first 
impressions matter a lot in this day and age. So, start by examining your website and then go from there.

https://www.oberlo.ca/blog/online-shopping-statistics


Use third-party websites

While your website is a great way to promote yourself to those who are already familiar with your brand, 
don’t stop there. Create an account on websites like Facebook Marketplace, Craigslist and OfferUp, so more 
buyers are aware of you and your stock, encouraging them to buy from you and you alone.

Set up pickup and delivery

Once you have a website and social media accounts in place, use them to invite your customers to purchase 
your products online and pick them up at the store. It’s also a good time to offer delivery. You can rely on a 
third party, like the postal service, or hire your own delivery team that can deliver within your locality.

Whether you have already embraced the web world or not, the COVID-19 crisis has shown how truly valuable an online 
presence can be. So, if you’re looking to stay competitive, going online is your best bet for maximum success.



#3. Go Mobile for Service

Some things can never be remote, such as service. You will 
always need a shop and the people who conduct all the 
repairs.

However, that doesn’t mean that you can’t apply
the “remote work” mentality to this as well. Empower your 
technicians to use mobile devices, so they can 
communicate with each other without coming into close 
contact as well as take photos of failed units, if they are not 
doing so already.

According to Statista, the percentage of households with a landline telephone in the US fell from 92.7% in 2004 to 
41.7% in 2018. Meanwhile, the number of cellphone-only households rose to 54.9% by 2018.



There are also mobile applications, designed specifically for 
technicians, which allow them to:

• Easily acquire customer work order approvals via e-signature 
capture

• Display the status of each work order for everyone on the team
• Capture or attach photos to related work orders or jobs
• Clock in or out of scheduled jobs and accurately measure budgeted 

versus actual time

Whether you invest in an application or not, embracing mobile devices is key in the modern world.



#4. Conduct Sales from Home

Even if your sales team for parts and units is working from home, they can still add value to your business, 
particularly if they shift focus toward digital marketing.

So, make sure they are able to communicate with customers remotely via texts, emails and social media. 
Here’s what you can do to make the best of remote sales:

Reset targets

If you have an online presence, make sure your sales team operates with it in mind. Track the number of 
followers they can generate for your social media pages, their text, email and phone communications as well 
as their revenue for pickup and delivery orders.



Keep everyone motivated

Don’t let your salespeople drift about at home. 
Keep them motivated not just with sales 
commissions but through their overall 
performance and activities.

For example, you can set up weekly Skype or 
Zoom calls with your team to discuss their 
activities, targets and achievements (big or 
small) and even keep score of who is doing 
better in various areas to drive sales through 
competition.

Make this fun for them!



#5. Check in with Everyone, Regularly

Staying in touch remotely shouldn’t just apply to sales 
and customers. You should stay connected with 
everyone on your team to maintain their productivity. 
The best way to do this is via Skype or Zoom meetings.

The drawback of such meetings is that they do take up 
time and technology can still sometimes be fickle. So, 
your goal should always be to make each meeting as 
productive as possible. 

Make sure you focus specifically on the accomplishments of each employee versus the time spent online since you 
can’t really track the latter with any degree of accuracy. Revenue, parts/units sold and repairs are some of the things 
you can look at.



One weekly meeting

If you’re going to have any meeting, it’s best to have one at the beginning of each week to discuss the 
targets and activities for the week ahead and accomplishments from the previous week. That way, 
everyone knows what to do and what to expect each week.

Daily morning meetings

You should also conduct short morning meetings to go over the tasks for each day and ensure everyone is 
on track to meet their targets. Productivity tends to drop by the end of the week, so it’s a good way to 
keep everyone on their toes.

Here’s what we suggest:

WEEK

DAY



#6. Set Expectations

Since most people are new to remote work, make sure 
your team members understand what you expect of 
them in this brave new world.

For example, if you need certain employees to be online at 
certain times, make sure they know it. If there is a specific 
way of messaging that’s appropriate for certain emails, 
texts and other virtual communications, help your team 
identify specific responses and situations, so they don’t 
make mistakes.

Don’t let anyone be confused or lost because of this – your 
business depends on it.



#7. Invest in the Right Tools

In order to make remote work and business management practical, you need the right technology and 
tools. You may already have some of them – or you may not.

Either way, here’s what’s available at IDS:

IDS Cloud

Gain the ability to access the IDS dealership management system from anywhere, at any time, without 
requiring a local server. Learn more.

IDS Service Mobile

With this app, service technicians can access work orders in real time via an iOS or Android device. This 
enables them to work from anywhere there is a cellular or Wi-Fi connection.
Learn more.

https://www.ids-astra.com/services/reduce-expenses-ids-cloud/
https://www.ids-astra.com/service-mobile/


IDS Engage

Would you like to turn your anonymous web visitors into buyers and sell more units to past customers? 
With IDS Engage, it’s not only possible, it’s incredibly easy. Learn more.

IDS Texting

Exchange text messages with customers to save time in service and parts, provide a better customer 
experience and capture more inbound leads. Learn more.

These tools can help you deal with the current challenges more effectively. Of course, it is up to you to decide 
whether they are worth your investment or not.

https://www.ids-astra.com/ids-engage-marketing-automation/
https://www.ids-astra.com/ids-texting-integration/


Final Word

Regardless of your situation, the coronavirus has 
created unknowns for every business. This means 
that you have the opportunity to not just adopt new 
business practices that will make you more 
competitive right now, but to become a leader in 
your industry by thinking of innovative solutions to 
better serve your customers well into the future.



Dealership expert Michael Rees shares a few 
secrets to never-ending business success. Check 
them out!

DOWNLOAD

More Resources
There’s always more to learn!

How to Avoid Complacency and 
Remain a Successful Dealer

Get tips from dealership expert Michael Rees on 
how to ensure your employees take their work 
seriously.

DOWNLOAD

Drive Workplace Accountability

https://www.ids-astra.com/expert-advice/articles-and-guides/remain-successful-dealer/
https://www.ids-astra.com/expert-advice/articles-and-guides/remain-successful-dealer/
https://www.ids-astra.com/expert-advice/articles-and-guides/accountability/
https://www.ids-astra.com/expert-advice/articles-and-guides/accountability/

