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Top quality customer service is 
key for the Marshall Motor 
Group when it comes to 

attracting and retaining aftersales 
customers.

When developing its new service 
strategy, the Marshall group wanted to 
build on its product and technical 
manufacturer-specific training to 
include more customer service and 
sales skills as that would be the key to 
further improving service retention.

Geoff Viney, divisional aftersales 
manager, Marshall Motor Group, said: 
“It was clear we needed to look else-
where to further develop our customer 
service and sales skills.

“Customer satisfaction is core to the 
group’s business, so everything we do 
is led by a need to build up confidence 
between customers and dealerships. 
As a manufacturer approved group, we 
simply cannot afford to compete solely 
on price, so customer service is abso-
lutely paramount.”

Marshall’s research in 2009, which 
was carried out in the middle of the 
recession, suggested price was less 
important to customers than confi-
dence in the dealer. 

Viney said: “Only one workshop can 
ever be ‘the cheapest’, and it’s impos-
sible to constantly lower prices to retain 
that title.

 “Customers want to be absolutely 
sure that they’re getting the best 
possible value for their money, rather 
than following the ‘buy cheap, buy 
twice’ mentality.”

Marshall decided to start working 
with Castrol Professional in 2010 and 
in a short period of time the partner-
ship has seen a new aftersales stra-
tegy developed in line with advice  

and training from the lubricant 
supplier.

Marshall chose Castrol Professional 
not only because it can cover the group’s 
lubricant needs across 24 brands and 
65 sites, but also because of the training 
it could provide to help improve the soft 
skills aspect of aftersales.

In February this year more than 240 
service advisers and managers and 
workshop controllers from Marshall 
Motor Group were enrolled in Castrol 
Professional’s award-winning Red 
Carpet customer ser-
vice and sales course 
which focuses on soft 
skills to help show 
how to develop rela-
tionships with custo-
mers to make upsel-
ling additional prod-
ucts and services 
easier.

Viney said: “If 
customers are con-
vinced that the work-
shop is dealing with 
their car in the most professional 
manner possible, and providing them 
with clear information throughout, then 
this invariably has a positive effect on 
customer retention.”

By focusing on customer relation-
ships, Castrol Professional’s Red 
Carpet training has helped Marshall’s 
service advisers to increase both the 
workshop’s upsell success rate and 
customer satisfaction.  

One dealership that has successfully 
implemented the training is Marshall 
Toyota King’s Lynn.

Since its aftersales staff completed 
the training, Marshall Toyota has expe-
rienced an exceptional improvement to 

its upsell rate.  In the last six months 
the conversion rate on ‘red’ work has 
increased from 32% to 84%, contrib-
uting to a 6% improvement in the  
department’s net profit. This boost has 
been attributed to the service advisers’ 
new-found confidence and the ability to 
upsell even to those customers who 
showed initial resistance to buying an 
accessory or upgrading to a premium 
lubricant.

The improved profitability has been 
accompanied by a 10% lift in the deal-

ership’s customer 
service rating, taking 
the business’s cust-
omer satisfaction 
score above 80%.

Sharon Camp, ser-
vice manager at Mar-
shall Toyota King’s 
Lynn, said: “Since our 
service reception staff 
completed Castrol 
Professional’s Red 
Carpet training pro-
gramme, it’s clear to 

see the increase in focus, confidence 
and aptitude in their sales role.

“The soft skills they’ve learned are 
transferrable across all areas of after-
sales, and as a service team we’re now 
far more competent at converting iden-
tified work, upselling premium lubri-
cant or even signing customers up for 
service plans.”

Camp said the training process has 
taught service advisers about the 
thought process behind upselling 
which has made the training and advice 
easier to understand.

Marshall Motor Group also encour-
ages its staff to share best practice with 
other workshops, and by teaching 
others how to upsell products such as 
service plans far more successfully, it 
reinforces their confidence and knowl-
edge. Marshall Motor Group is ass-
essing how it can further employ the 
principles of the Red Carpet pro-
gramme in other areas, including 
bespoke training modules for the 
group’s parts departments.

Marshall selects Castrol to help lift customer satisfaction
Dealer group’s partnership with Castrol Professional has brought 
about exceptional improvement to the aftersales upselling rate

Castrol Professional training brings success

Frontline aftersales staff are the main point of contact for customers 
visiting the dealership for car service, maintenance and repair.  They 
require a specific skills set to most effectively deal with these customers, 
retain their loyalty, deliver a first-rate quality of service, and sell additional 
products or services.  

Castrol Professional operates various training schemes to ensure that 
franchised dealership service staff are able to deliver on all counts, 
including making the most out of stocking and selling premium lubricants. 

Red Carpet training
Castrol Professional’s 
most advanced training 
course for service  
reception staff is its 
award-winning Red 
Carpet programme.  
Experienced automotive 
training consultants 
deliver the six short, high-
impact modules on-site 

at each dealership, with a specific focus on improving service advisers’ 
‘soft’ sales and customer handling skills.  After completing the training, 
service advisers are equipped to generate increased aftersales revenues 
and to develop better relationships with customers to improve satisfaction 
and loyalty. A follow-up appraisal process also ensures that service 
advisers are able to continue reaping the benefits of the training.

New product training
Supporting the launch of 
its new EDGE  
Professional premium 
lubricant in 2011, Castrol 
Professional embarked 
on a new nationwide 
face-to-face ‘Value 
Selling’ training 
programme, targeting 
1,500 service reception 

staff across the UK. The highly-interactive one-hour session, delivered by 
specialist consultants, is designed to help service reception staff more 
effectively explain the importance and benefits of engine lubricants to 
customers.

Feedback received from service advisers who have already completed the 
‘Value Selling’ programme thus far shows that:

n 85% feel that they are more able to sell premium 
lubricants to customers

n 97% feel confident recommending a premium oil  
to customers

n 82% would be more likely to explain to customers 
the inclusion of premium oil on an invoice

“In the last six months the  
conversion rate on ‘red’ work  
has increased from 32% to 84%,  
contributing to a 6% improvement  
in the department’s net profit”

Geoff Viney: customer  
satisfaction is core to  
the group’s business

240
Number of Marshall service 
personnel who undertook 

training

10%
Increase in customer service 

rating since  Red Carpet 
training


