REACH
RETAIN

THE JOURNEY TO CUSTOMER LOYALTY AND
INCREASED PROFITABILITY STARTS HERE.

O ONE-TO-ONE

SERVICE MARKETING SUITE




NISSAN O ONE-TO-ONE

SERVICE MARKETING SUITE

Introducing a Customer commmunications program that keeps Customers returning to
you for service right from the start of your relationship.

The NISSAN O ONE-TO-ONE Service Marketing Suite allows you to engage Customers in
every phase of their journey as Nissan Customers.

Contact us today! Call Program Headquarters at (877) 641-6154.




O ONE-TO-ONE

SERVICE MARKETING SUITE

On the following pages, you'll find detailed information about every
aspect of the NISSANO ONE-TO-ONE Service Marketing Suite.
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Contact us today! Call Program Headquarters at (877) 641-6154.



Program Overview

The NISSANO ONE-TO-ONE Service Program is designed to have communications sent based on the service
needs of a Customer within a real-time window of when their vehicle is due. The program consists of three
phases — Welcome, Engage and Retain — to proactively prevent Customer defection.

Welcome

- Welcome communications thank Customers for purchasing and reinforces that the Nissan dealer's commitment to
them goes well beyond the sale.

» Intro to Service communications follow Welcome, and are sent prior to a Customer's first service visit and highlight the

benefits of always choosing a Nissan dealer for service.
Engage

- Service Reminder communications remind Customers that their Nissan is ready for service.

» Appointment reminders are sent once Customers schedule an appointment and remind them of when their service
is scheduled, and are sent three days before the appointment time.

- Thank You for Service communications are sent the same day as the Closed Repair Orders are received after the
Customers have come in for service.

» Thank You/Declined Service communications not only thank Customers for their recent service visit, but remind
them to come back for the recommended service they declined.

 Declined Service Follow-Up communications will reach Customers in a more timely and intentional strategy and entice
them to return to a Nissan dealer.

» Missed/Overdue for Service communications are sent three days after a missed service interval and suggest they come in
for service.

Retain
» Rapid Recapture communications will identify at-risk Customers and aggressively target them with your service offers.

Additional communications are designed to reach targeted audiences under specific circumstances.

- Reach highly-targeted Active and Inactive owners who are most likely to be due for services/repairs outside of the
recommended maintenance schedule. Focuses on high customer pay repairs such as Tires, Brakes, 8+ Defectors and more.

Contact us today! Call Program Headquarters at (877) 641-6154.



Channel Optimization
- Email is sent when a valid address is available. Otherwise, direct mail is sent to a physical mailbox.
Program Headquarters (PHQ) Engagement

Your dedicated Marketing Service Representatives (MSRs) are here to help:

- Guide you through the enrollment process and program activation

» Answer your questions and provide valuable program information

» Analyze program performance and help you build marketing plans

- Make program updates

» Receive and update all program change requests (imprint, coupons and much more)
» Process direct reporting requests

- Perform all check piece and proofing for programs

<

Direct Mail

ANALYTICS

Contact us today! Call Program Headquarters at (877) 641-6154.



NISSAN © ONE-TO-ONE SERVICE MARKETING COMMUNICATION 2L ] e O

e ] @ Enal PPM  Prepaid Maintenance
CcPO Certified Pre-Owned
EV Electric Vehicles

\‘/ ACTIVE OWNERS WHO COME IN FOR SERVICE WILL CONTINUE TO RECEIVE \‘/
& COMMUNICATIONS WITHIN THE "ENGAGE" PHASE OF THE JOURNEY ﬁ

WELCOME INTRO SERVICE APPOINTMENT THANK YOU DECLINED OVERDUE RAPID
TO SERVICE REMINDER REMINDER Same day as SERVICE SERVICE RECAPTURE
closed RO received FOLLOW-UP

30 days after delivery 17 days prior 9 days prior to 3 days prior to 15 days Email 3 days after 21 days after the
to 1st service service scheduled service 10 days Direct Mail|] missed service 2nd missed
due date for new owners interval service interval
o

R
17 days prior to
next service e a
due date

Thank you with
declined service
2 days after RO

PURCHASE

__________________________________________________________

REPURCHASE

OWNERS WHO
DON'T RESPOND
(INACTIVE) ARE
ADDED TO SRC
ALONG WITH
ACTIVE
_________ OWNERS

Reach highly-targeted Active and Inactive owners who are most likely to be due for services/repairs outside of the recommended maintenance schedule.
Focuses on high customer pay repairs such as Tires, Brakes, 8+ Defectors and more.

VEHICLE HEALTH REPORT

Vehicle Health Report (VHR): Monthly email that advises Owners of maintenance issues throughout their lifecycle.




Works to keep your dealership top-of-mind

with multi-channel, Customer-focused
communications to keep Customers
engaged for ongoing maintenance,
and ultimately drive a second purchase.
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Welcome

Building strong relationships with Customers starts
on Day One with the purchase of their new Nissan.
This phase is all about establishing trust that will
help lead to return visits.



Welcome @

Thanks Customers for purchasing from your dealership and reinforces that your commitment to them goes
well beyond the sale.

Timing: 30 days after delivery
Offers: Two

Versions: Lease, Prepaid Maintenance, Certified Pre-Owned, Electric Vehicle

Help keep your Nissan
running its best

Sampie.
e Altimat

Tre vest

angratulations on your | Mode!] from

driving like new
outine recommended

Bring your [ v and trust our
Missan-traned («mwm who understand your
mantenance requrements best

Sample, enjoy your
Nissan for \/ear% 10 come

Call our service department at [De
0 schedule an appointment.

AL XXX Kilometres, we recommend these
services! for your | Modei|:

NISSAN

Nissan @
es & Instasiation

56666

Contact us today! Call Program Headquarters at (877) 641-6154.
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Engage

Staying in contact and keeping your Customers
active reinforces relationships by informing them
of important service intervals and thanking them
when they make their return visits.



Intro to Service =@

Highlights the benefits of always choosing your dealership for service.
Timing: 17 days prior to 1st service due date

Offers: Two

Versions: Lease, Prepaid Maintenance, Certified Pre-Owned, Electric Vehicle

To help keep your Nissan running its best,
always trust our experts

We o0k forwnrd to 3eeing you 3nd your Altima for
your first seevice vesit

Dealer Name

We look forward to seeing you and your Rogue for
your first service visit,

First Name, #'s time for your Rogue's first recommended
maintenance. To heip keep It runaing its b

expests ot Dealer Name for everything
needs. That way, you'll know It's receiving the right care
ot the right time, every time. And you'll get the reliable
service experience you deserve.

Call XXX-XXX-XXXX a5 5000 a5 possible to
schedule your service appointment.

The right choice,
right from the start

SCHEDULE SERVICE

For your first visit, at 17-Jun-20 or 8,000 kilometres,
we recommend these services' for your Rogue:

Hometown Nissan Canada - e e Reptace Engine Od and Fite Rotate Tires
™23 ! -
RS et e : SAVE 25% SAVE 15%
seeing you and your : R B o brpivcindigp RO |[sfursaidiorsaliny
we \00\({ ('OTWBVC} ‘;2‘ ceniice Vst g . Thon $300 (MSAP) “pend up to $300 (MSRP)
Altima for your i .

Contact us today! Call Program Headquarters at (877) 641-6154.
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Service Reminder =@

Reminds Customers that their Nissan is ready for its next service. This communication is personalized to the VIN and

is triggered based on the manufacturer's service intervals for that model.

Timing: 9 days prior to service for new owners OR 17 days prior to next service due date

Offers: Two

Versions: Lease, Prepaid Maintenance, Certified Pre-Owned, Electric Vehicle

No one knows your Nissan
better than Nissan

Sampie. It's time 10 schedule your next service visk st
Homatown Nissan Canada - T123.

Call 111-222-2223 o visk
Sealerwet com

oW 10 Lchedule your service AppoIntment.

/ "\ | Tire Advantage

immaN

o
- ve—

Nissa 4 - / ende 4 Reasons to Buy ()
Servic i W Tires at Nissan

Trust your Altima to the experts
who know it best

sample, its tme 1o schedule your r;
----- Hometown Nissan Canada -T2

ext service visit at

Contact us today! Call Program Headquarters at (877) 641-6154.

Trust your vehicle to the experts
who know it best

Dealer Name

First Name, it's time to schedule your next service
visit at Dealer Name.

Your vehicle is due for service in less than 3 weeks, 5o
plesse contact us to schedule an appowntment. To belp
maintain your vahicle proparty for the 0ng run, aiways
count on Dealer Name. Our Nissan-trained experts know
Your veticle best, and use Genuire Nissan Parts 10 give
your vehicie the best possible care.

Call our service department ot XXX-XXX-XXXX to
schedule an appointment.

SERVICE PROFILE
A XXX XXX kilometres, we recommend this
service' for your vehicle:

Remplacer le fitre et 'hwuile & moteur

Service interval:® 6,000 kiometres
\ Next service due date: 10 octobre 2020




Appointment Reminder ©
Reminds Customers of an upcoming scheduled service visit.
Timing: 3 days prior to scheduled service

Offers: None

Thank You for Service @
Thanks Customers for their recent service visit at your dealership.
Timing: Same day as closed RO is received

Offers: None

Contact us today! Call Program Headquarters at (877) 641-6154.

13



14

Thank You with Declined Service

Thanks Customers and reminds them of the important recommended service that was declined.

Timing: 2 days after decline RO received
Offers: One
Versions: Electric VVehicle

Based on the decline code received for each Customer, a specific decline coupon
(Tire, Brakes, Batteries and General Service) deploys with the communication.

Sample, thank you for trusting
us to service your Murano

Offer is per axie

Nissan Value Advantage® /W
Brake Service @

$ OFF %

OFF

lmportant _
recommendations
for your vehicle

W
.

'-nv-m 200 12180
Sample Letter
1234 Address? Dr.
NN, BC AST 578

nicians
Canada =TA25

Trust the expert tech
at Hometown Nissan

0

Contact us today! Call Program Headquarters at (877) 641-6154.

Dealer Name

recommendations.

Preventntive scheculed
maintenance i an important |
Investment to optimize the 0
performance, redability, 10% OFF

safety festures and resale |

value of your Nissan

First Name, thank you for choosing Dealer Name for your
O pointmen you

Call our service department at XXX-XXX-XXXX to
schedule an appointment or to discuss any
questions you might have al

Dealer Name




Declined Service Follow-Up

Reminds Customers to come back to your dealership to have their declined service completed.
Timing: 15 days Email / 10 days Direct Mail

Offers: One

Versions: Electric VVehicle

Sample, ] . l
Come back to complete your Complimentary Mounting (0
recommended service and Balancing Included

with Purchase of 4 Tires

Here's a friendly reminder about the additional services
. R = — Y = N KC)BG"B ard Protec! incuded

oy Dont farget your \
recommended Ser\/\ce

pri
POrtant that you
000 25 possidie.

Eh your v
Bk v o wlete your

Call our service department at XXX-XXX-XXXX to e =2
schedule an appointment.

SCHEDULE SERVIC

LT LR

I
mo9en 300 72300
Sample Letter
1234 Address1 Dr. Preventative scheduled
NN, BC AST 578 maintanance s an important

Investment t ommueme | 0
. f' otk 15% OFF

ke care of the service your

-T123tota
Visit Hometown Nissan canada-T

Maxima still needs

appon 0

Contact us today! Call Program Headquarters at (877) 641-6154.



Overdue Service

Reminds Customers that a service interval has been missed.

Timing: 3 days after missed service interval

Offers: Two

Versions: Lease, Prepaid Maintenance, Certified Pre-Owned, Electric Vehicle

with service
can trust

Life happens. Your Altima missed its
recommended maintenance' a fittle while
back The good news is we can get it back on
track now.

LS

Dealer Name

Because t's overdue, it's Important to have
his service performed as soon as possible

, WIth routine rec senace Moy

from our experts, you can help keep your el

Atima looking and feeling fike it should. we

ope to see you Soon won

Wa can easily make up the missed service your

§
5EEEESE
33333

Rogue necds.

I 11-222-2225 Or visit dealerweb com as Life happens. Your vehicle missed its recommended
n a5 possible to schedule your service maintenance’ a littie while Back. The Good news is we
pintment can get it back on track now.

Because it's overd
parformed as soon a:

recommenced servic experts,
(0 keep your Nissan driving Ve 1t should

Call our service department at XXX-XXX-XXXX to
schedule an appointment.

portant to have this service
Ramaember, with routine
 you can help

SCHEDULE SERVICE

Get back on track
Wwith service you can rust

dule your next senvice Visit at

s he
sample, its timeto sc
— Hometown Nissan Canada-T123

Contact us today! Call Program Headquarters at (877) 641-6154.
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Retain

After two consecutive missed service
intervals, these communications reach
Customers with strong return messaging
and compelling offers.

Contact us today! Call Program Headquarters at (877) 641-6154.
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Rapid Recapture

Reminds Customers that a service interval has been missed.
Timing: 21 days after 2nd missed service interval

Offers: Four

Versions: Electric Vehicle

Your Altima deserves
expertise you can
depend on

Parts & Labour
Bonus Offer

I
36789

36789
Seasonal Sé » : 'l . ‘— !,iﬁ
inspection W e m\SS \IOU 10%0"

(and your Nissan)

senice at
-3

Come back and save on expert
Hometown Nissan Canada

Contact us today! Call Program Headquarters at (877) 641-6154.

Complimentary
Qil & Filter Change

$675°

we miss you
(and your Nissan)

Vs

Dealer Name

First Name, [t's been 3 while since we 135t Saw you and
your vehicie. Don't wait—-make an appointment tocay
and save on the quality service your Nissan vehicle has
been missing

Call our service department at XXX-XXX-XXXX to
schedule an appointmaent.

» Inspect brake components |
* Adjust, clean and hubricate

beaica components 10% OFF




These strategic tactical campaigns are
designed to help recapture potential
defector (At Risk) and lost (Recapture)
customers with strong, relevant in-season
messaging and attractive service offers.
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Seasonal Recapture Campaigns

Reach highly-targeted Active and Inactive owners who are most likely to be due
for services/repairs outside of the recommended maintenance schedule.

Focuses on high customer pay repairs such as Tires, Brakes, 8+ Defectors and more.
Timing: Seasonal (Quarterly)

Offers: Four

SPRING-READY PACKAGE -
TIRE SWAP AND SYNTHETIC
OIL AND FILTER CHANGE

SAVINGS ON THE
PURCHASE OF & TIRES

e $10020

GENUINE NISSAN BATTERY
REPLACEMENT AND INSTALLATION

2 X Spnn Service Checklist
= o T wiper iaces h O & Fuics Zl) Feers
Lead the way this spring R L

rvice experts
800 $0r wherever 1 euciemet takes

(Oeaser_Namel

 plessed io provide
SNISSAN
A
=SERVICE

£\ | Tiee acvantage

==

cal\ ey
Deae’
your

v

Contact us today! Call Program Headquarters at (877) 641-6154.

N\ st
wssan | ead the way this sprin
e Y pring

Visit [Dealer_Name] to save on all-season tires

for your [Model].

After & long winter, it's time to et back 0ut there.

Trust our expert Nissan-traned lechniclans 1o gel your
1odel] ready with a spring service and maintenance

Tune-up. Plus save 0n new all-season tires s you can

take 0n the season with confidence. Why Qo anywhese

wlse for service?

To schedule an appoimtment, call us
[t [Deater Plone]| oF visit us online.

Spring Service Checkiist




Allow you to generate a variety of your own
direct mail and email communications and
get into the market quickly.
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On-Demand Offers You Hands-On Communications

On-Demand is an excellent tool to help drive both New/Active Customers and Lapsed Customers back to you
for service.

This program provides you with email and direct mail templates for a complete line of specific services, including Tires,
Brakes, Oil & Filter, General Service, Customer Retention and much more. Also available are holiday-themed communications
to thank Customers for their loyalty, wish them a happy holiday and treat them to new service offers. This library is continuously
being refreshed with new templates to help drive traffic to the dealership. Dealers can either build their own campaign or use
the Guided Activities feature to send out service communications to their Customers quickly.

Build Your Own

This tool allows for the selection of available templates and also a variety of other options:

- Filter lists by distance, models, last service date
- Write-your-own offers

- Choose the channel: email, direct mail or both
» Choose deployment date(s)

Guided Activities

This feature is useful to easily complete a campaign quickly. Guided Activities are marketing campaigns containing pre-as-
signed creative, pre-built lists and pre-populated offers set up as a package. Campaigns can be reviewed and approved as is
or have minor adjustments made to them. Some example Guide Activity campaigns include:

- Loyalty Blitz
- First-Year Defector
- 8+ VINS

Contact us today! Call Program Headquarters at (877) 641-6154.



|}
On-Demand Creative RUENSSAUSN TR NNCCRET GGG [ T ———
UNLESS IT'S STOPPING GREAT [cOUPON_1_TITLE] [COUPON_2 TITLE]

That'swhy Hissan offers Vakm ASvantage® Drakes. Thise

* Build Your Model Year 1-3 Retention ol el XX XX
- Loyalty Blitz £ | i $XX $)()(

- Nissan Genuine & Value Advantage Brakes
- Oil/Filter

- Synthetic Oil & Filter

» First-Year Defector

- General Service

- EXpress Service

- Lease Maintenance

* Retained 8-10

- And More...

[Variablel {non_ES) Variable2 (ES)]

PO, Box 1560 s

35 west Chicago, IL 601G stnma
EXPRESS POETA
pAID

SSERVICE Jab

Contact us today! Call Program Headquarters at (877) 641-6154.



Helps you track performance and make

informed decisions to get the most out
of your marketing efforts.




Stay informed with new, enhanced reporting

You can now access a wide variety of reports via the NISSANO ONE-TO-ONE Service portal.

Here, you can:

- View national reporting data at the dealer level
» Analyze KPIs in each of the program phases

- Compare results from different programs
- And more

Hesd heip? call (B00) 429-6223

Welcome Sarah Toso
Hometown Motors Nissan Test Account

NISSAN©1:1 al ON-DEMAND

SERVICE MARKETING SUITE ; ‘o MARKETING

ACCELERATE YOUR RESULTS S

ORIiER CAMPAIGN

REACH RELATE RETAIN

TARGETED CONQUEST ORDER HISTORY

OPEN CAMPAIGNS/RECALLS
CAMPAIGNS

ACCESS EMROLLMEMT VIEW ORDER HISTORY ORDER OFEN CAMPAIGH

Contact us today! Call Program Headquarters at (877) 641-6154.
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Reporting

QCIIAN
oM PROGRAMS v TOOLS REPORTS v CONTACT U3
Service Summary BEFYO®E
Report Generabed On: 07/17 2020
Date Range: Lasr 50 Duys Start Date: 04 102020 End Date: 07/17/2020 1
Hadal Yaar: 2| Modak 2 Communication Nama: : ° Service Ssummary a||QWS you to select
Response Cycle: A1 Revenve Type: 5 Revenve and change your desired parameters.
Overall Program Totals L
s = = T s o Program Totals provide a bregkcﬁpwn
Cumomers . bl S L T & 0 o £ won of all your Program Communications
EAVLEERS (Customers contacted, Avg. CP, ROI)
and at each touchpoint level.
Welcome *~
1 0.58 % $%0 450 e e
Tas B [ Average 30 70 fevore [ IPECREE S w. =~
- - . e . Sk

Cammunicanian Fypa Ruszonse Betais

[
k
E (&
;

Provides a comprehensive breakdown
by communication to help you evaluate
what is working and which areas may
need some attention.

Contact us today! Call Program Headquarters at (877) 641-6154.
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Program Pricing

Loyalty/Cadence
Two Program Options:

» Access Plan — provides access to the NISSAN O ONE-TO-ONE portal to enroll in SRCs and deploy ODMs but no
always-on-cadence communications.

- Premium Plan — includes the full suite of always-on-cadence communications in addition to providing access to enrolling in SRC
and deploying ODMs (Open Recall ODM is FREE for NISSAN O ONE-TO-ONE Premium dealersl).

TIERED CADENCE PRICING STRUCTURE

PACKAGE TIER ACCESS PLAN PREMIUM PLAN
s1025

1
z 1475
52050
52500
3075
53500
; 53975

Pricing Tiers are determined by 10-year UIO counts to provide a consistent, monthly charge for the entire NCl fiscal year.

Offer and Op Code Selection
» Dealers can call the Program HQ Team to choose their specific offers for each communication and to make any program changes.

Seasonal Recapture Campaigns

SEASONAL RECAPTURE CAMPAIGNS PRICING STRUCTURE

Cost Per VIN $1.50

On-Demand

ON-DEMAND PRICING STRUCTURE

Cost Per Piece Direct Mail $1.25

Cost Per Piece Email $.05

Contact us today! Call Program Headquarters at (877) 641-6154.
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THIS ALWAYS-ON, DATA-DRIVEN MARKETING SUITE EMPOWERS YOU TO

REACH

CUSTOMERS AT EVERY STAGE OF OWNERSHIP

RETAIN

THEIR BUSINESS THROUGHOUT THEIR LIFECYCLE AND BEYOND

O ONE-TO-ONE

SERVICE MARKETING SUITE




