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AN OPEN APPROACH TO SYSTEM INTEGRATION

Ly P Sy

“Myﬂn
minutes that &
salesman can
save not
hunting

for keys but
serving
oustomers,
creates

uto retall executives are today
multiple
Aloagside the Dealer Manamt System
{DMS) it is conceivable that a dealership
might need to install and run systems for

managing courtesy and loan cars,
customer comtact (CRM), key
CCTV, b
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systems so that they wark
together 1o generate productiviey
and efficiency gains, This means
re-using or “sweatng” investment
in custng systens 1o deliver new
sodunons on wp of the ooes that
are already in place

For example, CCTV systens
are increasingly “going dgital’,
This means thar the existing
nctwork and cabling anfrastructure
used for other [T systems can dso
be used ro stream, manage and
store Vidko survellance output.

These new IP survellance
cameras have open interfices
allowsng applications suchs as
Autommti Number Plate
Recognition (ANPR) to be run
in-camera, offering dealesships 3
lomver cost alternative to more
traditional physical securnity such
as bamiers, retractable posts and
full 2477 manned guarding cover

Or, perhiaps, an existing
standalone text messaging
solunion and 2 DMS, It should be
possible 10 link these two systems
peetty casily 10 serxd a text
IMESSIZE TO EVETY SCIVICE Customer
after a service is complete to well
them their car is ready for
collection. A further text a week
laer might thank them for their
business o offer 10 book in the
next service,

Examples Bxe this are many and
varied. But avto retilers need 1o
dentity system vendons and
solution peoviders who are
capable of knitting these systems
rogether,

They wwst also be nane s
just good integrators. To make

progress in the dealenship systoms woedd they
will need 1o be both patient and diplomaric
in order to gain 100ess 1 Systens using
propoetary software which docs not readily
“talk 10" other wystems,

Manwy of the vendors we see in this marker
simply do 0ot see 1t 1o be in ther mitcreses o
open up thar systems to integrabon. From
their point of view, the less that is known
about what is inside their mysterions ‘black
box', the better [n thes way they can pmrvc
pmdm:t s and
requirements - or 5o the thinking goes.

Bun thes artirnde & sioply not sustainable
when the power of integration & becoming
s chear. One of the keys to positive customer
expencnce is flesibility; being ablke 10 respond
10 specific customer reguirements, some of
which may cven emerge afier the onginal
specification of the system.

A ‘sell, dump and ren® appecach just docs
N0 CUR it snymore i you want positive
referrals. And when these positive referrals
stop conung through, many vendaors may
find bsew business streams drying up
alwgrthrr.

providers need 1o consider two key
arcas i they are g0Ing 10 mone awsy from
this Back box mentality. The fing is, where
possiblie, to use open mnterfaces: modern
archire cture to make sodunans readily
‘insegrare-able” with other svstems, 1f these
system providers don’t bave the skill-scts in
house, they need 10 go out and find them.

Secondly, have an open aminade: system
providers need to be willing and mterested in
helping customens find solutions to specific
business issues. It nuast be 2 passion - perhaps
comprorversially, one tha peovidens nay hinve
10 explore outside of a tradibonal
remunseration model; even free of charge.

This type of flexibility will ensuee customer
sansfaction and stimulate revcommencdations
from auto retail operations, simultancously
pushing out competitars that are unwilling or
unable 1o wvest effoet with the customer in
the same way

When you start on the *open road' you will
find oppoctundties everywhere in discussion
with your systems peoviders o solution
partners. But the erick is w get on that open
road tor search them oue and find suppliess
whao are prepared 1o woek together with you
o create these solutions,

& Autior, Pawl Swith is managing divectsr
o £B Manapement Solutians, providers vof the
Ty Key Management Sytem and ather
sedeans fir waiv reiaidees.
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