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Gold is where 
you find it

Xtime’s technology-enabled service 
tools find the nuggets in the tailings

Part 1
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What is Xtime? Domino’s for car owners
ASK THE company what 
it does and they will tell 
you that Xtime is all about 
driving increased customer 
loyalty and repeat business 
in a dealership’s service 
department.  

Xtime does this by 

transforming the way owners 
are treated; in the way they are 
invited to attend a dealership; in 
the way they are treated when 
they get there and in the way 
they are treated after they leave.

It does this through cloud-
based systems designed to help 

dealers increasingly match 
the escalating expectations 
of their customers because 
of the exceptional way their 
customers are being treated 
by other companies outside 
the car industry.

And those expectations are 

rising by the day.
The mantra of Jim Roche, 

the US-based senior vice 
president of marketing and 
managed services at Xtime, 
is that star-performing 
companies like Amazon, Uber 
and Domino’s are educating 

the public about what they can 
expect in high-level customer 
service delivery.

But, he says, car dealerships 
will not be able to keep up 
with these expectations unless 
they put the systems in place 
to do so.

Jim Roche cites Domino’s, the pizza group, where you can:

•	 Configure	the	ingredients	of	a	pizza	on	its	website	
•	 Pay	for	it	
•	 Find	out	when	it	is	going	to	be	made	
•	 Find	out	when	it	is	in	the	oven	
•	 Find	out	when	it	leaves	the	store	
•	 Track	the	delivery	of	the	pizza	to	your	door

Jim Roche was recently quoted in Forbes magazine as saying that you can do that with 
a $10 pizza, but you cannot do that tracking the service of a $40,000 car.

Xtime works to address that. 

It has various systems 
alerting owners of impending 
scheduled services, allowing 
owners to book their service 
online plus recently-added 
systems to guide service 
advisors and owners as 
they move around the car 
reviewing and inspecting key 

potential repair items.
Like Domino’s, service 

customers of Xtime dealers 
can know where their car is in 
the workshop and when it is 
likely to be ready.

Xtime’s features and 
benefits have appeal to car-
makers wanting to roll the 

system out across entire 
dealer networks.

It is equally attractive to 
individual dealers and dealer 
groups which are wanting 
to improve their current 
level of repeat service 
business, fill unused capacity 
in the workshop and add 

significantly to their bottom 
lines.  

Xtime is a cloud-based 
platform that is able to 
interrogate the numerous 
layers of data residing 
in service department IT 
system - virtually unpeeling 
the onion - so that dealers 

are able to analyse their 
operations to maximise 
workshop opportunities and 
rewards.

Each Xtime module 
is designed to work 
collaboratively to modernise 
the service experience at 
every step of the way.
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Xtime Schedule
Xtime Schedule is getting into that Domino’s Pizza territory where dealership service customers are able to interrogate the service 

booking system for appointments. Customers can do this from across the web, or mobiles, in-dealership or in-vehicle systems.
The system also ensures customers are getting a consistent, transparent message on service requirements and prices for their vehicle.

More appointments, increased revenue and higher retention

On average, according to aggregated client data, dealers using 
Schedule have seen:

•	 6.6	per	cent	increase	in	service	retention
•	 8.7	per	cent	better	show	rate
•	 9	new	online	customers	per	month
•	 50	additional	repair	orders	per	month
(Note	–	Global	Data)
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Xtime Engage
Xtime Engage takes control 

of the service driveway 
process with instant access to 
pricing menus, inspections, 
recalls, and service history. It 
can also include an integrated 
checkout with in-lane and 
online bill pay processes 
to simplify the service 
experience.

It makes the check-in and 
check-out process far more 
consistent with a potential 
payoff in CSI scores. In the 
US, Xtime says that in 2015 

JD Power & Associates 
reported a 67-point CSI 
improvement when a service 
advisor uses a tablet during 
the service experience.

Xtime says that dealers in 
Australia are experiencing 
more driveway sales, 
better processes and higher 
retention and that dealers 
achieved on average in Q2 
2017 a 6.1 per cent increase 
in service retention and 
$6,700 in additional monthly 
revenue.

Xtime has introduced an 
upgrade module for Engage 
in Australia, called Quote 
Accelerator, to link customer 
walk-arounds in service 
reception to later technician 
recommendations.

This powerful tool features 
real-time communications 
with customers for 
highlighting repair or 
service issues and real-
time, interactive customer 
approvals.  This ensures that 
the service bay experience 

is an integral part of the 
customer journey.

Each module operates 
within the Xtime Cloud which 
means all information is 
seamlessly available from the 
one source and is consistent 
for every customer. It is also 
available in every department 
across the dealership.

The customer-activity 
reporting and analytics 
provide dealership 
management with insights 
into short-term and long-

term trends so that managers 
can drill down into the 
accumulated knowledge and 
data that affects dealerships 
workshop capacity and 
utilisation.

Footnote: Xtime is a Cox 
Automotive brand. Cox 
Automotive is on a mission to 
transform the way the world 
buys, sells and owns vehicles 
with digital marketing, 
wholesale and e-commerce 
solutions drawn from a host 
of brands worldwide.


