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Improving Customer Communication and Reducing Costs 
 

The Customer  

The Sturgess Motor Group has a long established history as a leading car dealer in Leicestershire.  

Since 1897, Sturgess Motor Group has grown to become one of the oldest family-operated motor 
dealers in the UK and also one of the most respected names in UK motor 
retailing. With a strong reputation for outstanding customer service in the local 
community and a reputation as a leading motor retailer in the wider community, 
Sturgess Motor Group has been a trusted name for more than 110 years. 

 

The Issues 
To find a more cost effective way of producing customer marketing messages and aftersales reminders 
for each of the Sturgess dealerships.  

To get feedback on how well each Sturgess dealership is serving the needs of customers at each of its 
contact points - sales and aftersales and to generate customer satisfaction surveys. 

To minimise “wasted communication” in both sales and aftersales by customer database cleansing. 

 

Letters & Surveys 
The vast majority of communication with customers was done via letter. This was an extremely costly 
process, not only in terms of stationery and postage but also in terms of administration costs. It can 
cost as much as 80p to send one second class letter, when all the costs are factored in.   
Customer satisfaction surveys, in addition to the lack of cost effectiveness, also suffered 
from poor response times, if customers responded at all. The only alternative was to wait 
for the results of the manufacturer’s surveys, which were often anonymous, and left 
Sturgess unable to deal efficiently with customers. 

All things considered, Sturgess felt that they were not getting a good return on their 
investment.  

 

Existing SMS system 
The sms system in use at Sturgess was able to send out simple text messages but was very limited in 

handing messages received from customers. Furthermore the process of both sending and 
receiving texts was labour intensive.  

What Sturgess required was a way of sending a message automatically to a customer, 
receiving a customer response to a specific department or manager and then to have the 
facility to automatically reply to that customer.   

 
Sturgess was looking to reduce costs and improve customer communication. This meant consolidating 
their current system of phone calls, texts and letters into one integrated system. 
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The Solution 

The single, unique texting system provided by the Vehicle Messaging Service�(VMS)�enabled Sturgess to  

• carry out Sales Marketing Messages, Service, Mot and Warranty reminders as well as data cleanse 
and customer surveys automatically.  

• link directly to the DMS system in use and generate the reminders, marketing messages and 
surveys via SMS. 

• automatically gain customer commitment for a service appointment. 
• deal efficiently and effectively with customer problems experienced after a vehicle delivery or 

service. 
• produce reports, which could be analysed by the dealership management team.  

Since the implementation of the VMS system, Sturgess achieved the results they were looking for:- 
reduced costs and improved customer contact and service. Now Sturgess also use the system to 
contact customers about additional services e.g. Seasonal Checks, Open Day Invitations. 

 

The Return on Investment 
After implementing the VMS system Sturgess carried out a cost analysis exercise to determine the 
effectiveness of the system. The VMS customer contact system had made an annual saving for Sturgess 
in excess of £29,000. Below is a breakdown of how the savings were made. 

Letters - annual saving £29,615 
Postal Savings 

Aftersales Reminders  Sales Messages  Satisfaction Surveys  Data Cleanse 

£9,934   £4,251   £2,854    £12,576 

Add in the hidden benefits of the VMS system such as the value of ‘saving’ a dissatisfied customer, an 
ongoing database cleanse and the car sales generated by the marketing messages and this figure could 
be doubled. 

 

The hidden benefits of VMS 
By using the VMS system instead of letters and phone calls, Sturgess also saw improvements in a 
number of other areas. 

• Surveys were completed in a matter of 24 hours from the customer visiting the dealership.  

• The fully automated system enabled the appropriate departments or managers to deal with any 
negative feedback swiftly and effectively.  

• Although customers may move house, they do not often change their mobile phone number thus 
making ongoing data cleanse easy and efficient. 

 

Barney Sturgess, Managing Director said: 

“The implementation of the VMS system was very smooth. The system has really helped to streamline 
our customer communication, but more importantly it saves us time and money.” 

Further Information 
Please talk to your VMS account manager for further information on this product. You can also contact 
Sales at VMS on 01223 257727 or email sales@vms.uk.com. 


