
Best Practice Series:

Lead Management Process
Consumers are demanding quick, relevant, informative, transparent, and personalized follow-up that not only 
answers their questions but also provides value and guidance on things they may not have originally considered. We 
recommend dealers establish a follow-up process from day 1 through day 180, with special emphasis on short-term 
follow-up. Beyond having a great short-term follow-up process, having a solid long-term follow-up process is crucial to 
nurturing future sales.
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DAY 1 DAY 2 DAY 3 DAY 4 DAY 5

LEAD RECEIVED
Send your First 

Quality Response

Provide content and 
educational material 

to support their 
purchase journey

Lead
Arrives

Day 1 
FQR Email 
Opt-in Text

Follow up Email 
Call

Day 2 
Call 

Email
Text (if opt-in)

Day 3 
Call 

Email
Text (if opt-in)

Day 5 
Call 

Email
Text (if opt-in)

Day 7 
Phone 
Email

Day 10 
Phone 
Email

Day 15 
Phone 
Email

Day 21 
Phone 
Email

Day 30 
Phone 
Email

Day 45 
Phone 
Email

Day 60
Email

Day 90
Email

Day 120 
Phone 
Email

Day 180 
Phone 
Email

Long-term 
Follow-up

Provide any OEM 
programs, incentives, 

or dealer specific 
specials

Personally invite the 
customer to the 

dealership for a test 
ride

We know consumers submit leads primarily to obtain pricing and availability information, 
but at what stage in the buying process do consumers submit leads?

The answer: all stages!
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