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CitNOW Video History

First recorded 
video solution 
launched with 
Apple Apps

250
installs

5600
installs

(forecast)
9000

Installs

10m videos 
recorded in 
December

1m videos per 
month forecast 
by September

2018 2019

82%
of all internet 
traffic to be 

video by 2021



2008 – 2016
10M Videos

27M
videos all time

2017
7.6M

Videos

2018 
Forecast

10M
Videos



“We see a world where video is 
first, with video at the heart of all 

of our Apps and Services.”

Mark Zuckerberg, Chief Executive Officer, Facebook 

August 2016



Video 
Relationship 
Management

Customer 
Lifecycle



Some of the best Sales videos of 2018

https://video.citnow.com/vpzMj38Vgz1

https://video.citnow.com/vpzMj38Vgz1


Customer Enquiry
Appointment 
Confirmation

Remote 
Presentation

Order 
Confirmation

Accessory 
Upsell

Vehicle Update

Handover Equipment 
Overview

Post delivery 
Referral

Sneak Peek

Used vehicle 
locator/web

Prospecting
Pdi and 

Preparation

Opportunity in Sales



Making an 
Enquiry

Arriving at the 
Retailer

Feeling 
understood

The first vehicle 
encounter

Desire for a
test drive

Financing
offer

Committing to 
purchase

Getting 
information 

regularly
Handover 

experience

Receiving 
unexpected 
appreciation

Being asked 
about satisfaction

Waiting for 
delivery

Follow up

New car
offer

The test drive 
experience

Part ex
offer



Using video to make a difference to 
the customer sales experience

https://video.citnow.com/vp4z7mxcLFj

https://video.citnow.com/vp4z7mxcLFj




Offer a seamless digital 
to physical journey

Challenge 1



‘Drive’ the 
changePhysical Physical Digital

Digital

Digital
Showroom



Salesforce State of the Connected customer

70%
of customers say 
connected processes* 
are very important to 
winning their business

*such as seamless handoffs or contextualised 
engagement based on earlier interactions



Salesforce State of the Connected customer

84%
of customers say being 
treated like a person, 
not a number, is very 
important to winning 
their business.



Improve
transparency

Challenge 2



The 3 biggest areas for concern 
when buying a used vehicle are:

Bodywork 
problems

Full Service
history

Mechanical 
reliability



of customers are 
more likely to be loyal 
to a brand if they are 
transparent

94%



honest
Be

and

authentic



How do we sell more 
used cars?

Challenge 3



We have analysed the used car 
market while surveying

2,000 future
in-market consumers
to better understand the needs and 
expectations of today’s used buyers.

Pick up a copy on 
Stand D38



“Knowing your customers is half the 
battle, whether used or new. As the 

industry evolves rapidly, the traditional 
used car buyer has changed.”



Customer 
service
is key

Image Credit: Elvis Bekamanis



80%
more likely to purchase 
when a video is watched



50%
say video is 
important, if not 
essential, to making 
a purchase decision



20%
of customers 
worried about out 
of date technology



Image Credit: EberhardGrossgasteiger

So ask 
yourself



70%
of customers say 
images/video of the 
in-car technology 
are important/ 
essential

Image Credit: William Bayreuther



72%
of customers share 
good experiences 
with others

Salesforce State of the Connected customer



Take aways



Transparency.



Trust.



Connecting digital 
to physical.



objective criteria
Quality standards

essential



What’s next?



Do you have any 

questions?

www.citnow.com

Image Credit: Marcos Luiz


