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Terminology & sizing informationTerminology & sizing informationTerminology & sizing informationTerminology & sizing information
• Spare Parts Dealer (SP)

– A dealer that sells spare parts (retail/ wholesale)
• Show Room (SR)

– Authorized dealers that sell brand new cars
• Body Shop (BS)

– A dealer that does panel repairs and paintA dealer that does panel repairs and paint
• Work Shop(WS)

– A dealer that fixes mechanical problems and maintains a Nissan car

• Number of Dealers -- 130

SRSR SR+SPSR+SP SP+WSSP+WS
+BS+BS

WS+BSWS+BS SP+WSSP+WS SR+SP+SR+SP+
BS+WSBS+WS

Large (5)Large (5)Large (5)Large (5)
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22

Small (1)Small (1)



Our Nissan Dealers’ NetworkOur Nissan Dealers’ NetworkOur Nissan Dealers  NetworkOur Nissan Dealers  Network



The ChallengeThe ChallengeThe ChallengeThe Challenge
ChallengeChallenge

Nic J Theocarakis SA wanted to implement a common software platform to facilitate itsNic. J. Theocarakis SA wanted to implement a common software platform to facilitate its 
130 Dealers’ Network and NISSAN car owners 

• for their everyday activities and requests 
• to implement standardized service procedures 
• to provide top quality service to the end customer p p q y
• to maintain a unique car history per VIN 

and share any available information across our network
• to minimize administrative, IT, process and handling costs

S l tiS l tiSolutionSolution
Nic. J. Theocarakis SA implemented a SaaS solution called Retail Internet Exchange (RIX)

• Online – real-time 24 x 7 x 365
• True collaborative environment for 130 Nissan Dealers and 1400+ usersTrue collaborative environment for 130 Nissan Dealers and 1400  users
• Integrated processes for the distributor, 
• Integrated processes and communications for the dealers, 
• Covers Sales, Workshop, Spare Parts, Body Shop, CRM, etc., 

Finance and General Management. g
• Comprehensive record of all activities with each customer, and an application 

based on vehicle identification numbers compiles history for each car. 



Operational TopologyOperational TopologyOperational TopologyOperational TopologyOperational TopologyOperational TopologyOperational TopologyOperational Topology

•• ApplicationApplication
•• Data (Central Data (Central 

Repository)Repository)
•• Back UpBack UpInternet •• Back UpBack Up
•• SupportSupport
•• UpgradesUpgrades
•• DevelopmentDevelopment

••User interfaceUser interface
••Every Day WorkEvery Day Work
••ReportingReporting

VPN Cloud

•• ReportingReporting
•• Help DeskHelp Desk

24 x 7 x 36524 x 7 x 365



RIX Business ModulesRIX Business Modules

Persons &Persons &
ContactsContacts

RIX Business ModulesRIX Business Modules

Car MgtCar Mgt

ContactsContacts
SystemSystem

ParametersParameters

LegacyLegacyLegacyLegacy
ClaimsClaims

BusinessBusiness
ExplorerExplorer Acct &Acct &

FAFADraftsDrafts

SystemsSystemsSystemsSystemsSpareSpare--
PartsParts

BusinessBusiness
FinancialsFinancials

Car Car 
InsuranceInsurance

WorkshopWorkshopDocumentDocument
MgtMgt

LeasingLeasingComplaintsComplaints
MgtMgtMgtMgt



Core ArchitectureCore Architecture

Area UserArea User

Core ArchitectureCore Architecture

Hierarchy in RIXHierarchy in RIX

LevelLevel 22

LevelLevel 11 Group

Company 1 Company 2

LevelLevel 33 Workshop Showroom Spare Parts
Showroom,
Workshop.
Spare parts

Showroom,
Workshop.
Spare parts

Global Car PoolGlobal Car PoolUniqueUnique VIN.  VIN.  
Global Car PoolGlobal Car Pool,  ,  ,,
Multiple Bundles per Multiple Bundles per 
Dealer/ per CustomerDealer/ per Customer



Roll Out Phases & StepsRoll Out Phases & StepsRoll Out Phases & StepsRoll Out Phases & Steps

• Three initial pilot dealer sitesp
• Fix up initial deficiencies & add on extra features
• Three groups of five dealers per year

– Dedicated startup consultant until operation

• Add on modules
– Online Availability
– Spare Parts – 2nd step

d– Work Shop – 3rd step
– Online Spare parts – 4th step
– Etc.

• Very efficient Help Desk• Very efficient Help Desk
• Launch of the rixforum.nissan.gr
• Add on features

Ex RSS Feed– Ex. RSS Feed
– Ex. SMS



Rollout problemsRollout problemsRollout problemsRollout problems

• Resistance to changeResistance to change
– From the dealers
– Internally from our users

• Losing control of the data
• Local IT was losing control of work

Migration of costs (from local support fees to• Migration of costs (from local support fees to 
network fees, etc.)

• Losing control of independenceg p
• Closely monitored



Return On InvestmentReturn On InvestmentReturn On InvestmentReturn On Investment

• True 24/7 working environment
– We extended our working time shift schedule to 24x7 from the 8x5 we 

used to have
• Standardized processes 

Integrated processes for the distributor and dealers– Integrated processes for the distributor and dealers
– Immediate rollout of any new plan and process

• Full control and monitoring (extended office environment)
• Common auditing practices• Common auditing practices 
• Global pricing policies
• Better handling of Inventory and cost handling
• Comprehensive record of all activities & VIN history• Comprehensive record of all activities & VIN history
• Better control of claims and repair orders
• Better delivery lead time
• Quality assurance and quality controlQuality assurance and quality control
• Minimized the cost of IT for the dealers



Return On Investment #2Return On Investment #2Return On Investment  #2Return On Investment  #2
• Q1: Have you seen an increase in sales attributable to the improvements you've 

made -- and especially to dealers' ability to serve customers better now during 
evenings and weekends?  How much -- do you have a metric? 

Analyzing RIX data from 1/1/2009 until now, we report the following results:

– 30% of the total number of car orders are submitted during non-working hours of Nic. J. Theocarakis, 
meaning late afternoon hours and Saturdays.

100% f th t t l b f d t d t l t ith Ni J Th ki– 100% of the total number of car orders entered our central systems with no Nic. J. Theocarakis
employee involvement, meaning that all the work was done by the end users at the point of sale at our 
dealerships. As a result, we minimized human errors from data entry, we managed to have a true FIRST 
COME FIRST SERVED system, and to minimize the required time of the CAR ORDER process.

– In analyzing the data collected over the last 6 months, we found that more than 50% of the total sales 
done during non-working hours and during weekends, with the respective benefits.g g g , p

• Q2: Has your customer base grown?  How much -- do you have a metric?

– During 2009, when we faced the economic crisis and most of the companies recorded a tremendous 
drop in sales volume we managed to have a 1 5% increase in our sales of new cars RIX is the tool thatdrop in sales volume, we managed to have a 1.5% increase in our sales of new cars. RIX is the tool that 
allowed all of our end users (dealerships) to take advantage of any possible sale, since they have a real 
time  24x7 online car/model etc. availability, so they had a significant competitive advantage over our 
competitors.

– Furthermore, in 2008 our sales  ranking was #8, while in 2009 our sales ranking is #6, stepping up 2 
positions.

* source of data : The Association of Motor Vehicle Importers-Representatives (AMVIR)



Return On Investment #3Return On Investment #3Return On Investment  #3Return On Investment  #3
Q3: Have the improvements you've made increased your customer satisfaction ratings? If so, 

how much – do you have a metric? 
Q4: Have you seen an increase in customer retention attributable to the improvements you've 

made? How much -- do you have a metric?made? How much -- do you have a metric? 

Consumers are better informed on aspects concerning car quality, as well as the accompanying 
services – therefore are hard to please.  Data collected from RIX  along with other market data are 
used as a tool in order to:

– Monitor and analyze the customer satisfaction level and trend in performance
Benchmark– Benchmark

– Compare the company’s indicators with its competitors 
– Specify possible weaknesses

Every year our company conducts two surveys (Sales Satisfaction Index – SSI, and Customer 
Satisfaction Index - CSI ) in order to :

1. Measure overall customer satisfaction from sales and after sales procedures.
2. Identify what customers want in terms of service (Sales and After Sales).

In the following table we present the scores of both surveys, clearly indicating a constant 
increase in customer satisfaction. From our internal analysis, it is obvious that RIX has 
made a significant contribution to these increases since it provides all the necessarymade a significant contribution to these increases, since it provides all the necessary 
means and tools to the end user to SERVE better/ more professional/ more efficient the end 
customer Greece wide.

YEAR SSI CSI
2004 95,39 93,74
2005 95,98 94,56
2006 96,75 95,61
2007 97,21 95,79
2008 97,88 96,09



Important IssuesImportant IssuesImportant IssuesImportant Issues

• ConfidentialityConfidentiality
• Disclosures & Agreements
• Support (real time)pp ( )
• Integrity

In any case you have to identify and market the  
Add On Value Add On Value of the SaaS system. 

Any add on value must have immediate impact onAny add on value must have immediate impact on 
economics, customer satisfaction & productivity.



AdvantagesAdvantagesAdvantagesAdvantages

• Hassle-free every day operationHassle free every day operation
• Unattended upgrades
• Follow Nissan Compliancep
• Minimized cost
• 24 x 7 x 365
• Accessible from everywhere (*)
• Statistics and use of Best of Practices

E i f l• Economies of scale
• New dealer is operational in 5 days
• Live Help Desk• Live Help Desk  
(*) VPN ruled



What the dealers realized after one What the dealers realized after one 
f ti ( )f ti ( )year of operation (on average)year of operation (on average)

• The don’t have to pay development fees every time a newThe don t have to pay development fees every time a new 
guidance is released from Nissan

• They have a worry-free environment

• They don’t have to invest in new hardware + software + 
licenses, etc.

• They don’t have to worry about backupsy y p

• Their clients receive the exact same level of service 
throughout Greece

• They have a vast extra flow of additional information that 
they couldn’t  have locally

• The have a worry-free network environmenty



RIX in numbers (RIX in numbers (2002009)9)RIX in numbers (RIX in numbers (2002009)9)
Qty

Financial Statements 461 393Financial Statements
(Statements & Details)

461,393
& 1,334,376

Repair Orders
(Orders & Details)

126,907
& 647,136,

Repair Order Time Stamps 63,359
Spare Parts 590,933

New Car Quotes 50 168New Car Quotes 50,168
Warranty Claims 58,047

Users (Daily) 1000+
Agents Run Daily 33.000 – 37.000
Agents Run / Year Approx: 11.000.000+
Page Views/ Day Approx: 340.000+Page Views/ Day Approx: 340.000
Page Views/ Year Approx: 115.000.000+



Costing MethodologyCosting MethodologyCosting MethodologyCosting Methodology

• Sales departments set the size of each dealerSales departments set the size of each dealer
• Start up fee
• Annual support fee (based on the matrix)

Annual maintenance fee (b d th t i )• Annual maintenance fee (based on the matrix)

• VPN cost (based on the bandwidth)
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The DMS ecosystemThe DMS ecosystemThe DMS ecosystemThe DMS ecosystem



Pillars of successPillars of successPillars of successPillars of success



Best Industry SolutionBest Industry SolutionBest Industry SolutionBest Industry Solution

IBM Award 2008IBM Award 2008
… According to the IBM Lotus … According to the IBM Lotus 

Award judges, Award judges, 
“This year's Best Industry Solution “This year's Best Industry Solution 
winner was a nearly unanimous winner was a nearly unanimous 
choice for its innovative industrychoice for its innovative industrychoice for its innovative industry choice for its innovative industry 
solution approach."solution approach."



IBMIBM Customer Case StudyCustomer Case StudyIBMIBM Customer Case StudyCustomer Case Study

and IBM-DB2 UDB as backend



Thank you forThank you forThank you for Thank you for 
your attention!your attention!
Any Questions?Any Questions?

mmor@nissan.gr
+30-210-3489234 
+30-694-526495430 69 5 6 95



Apps Screenshots IndexApps Screenshots Index
(we have included some representative screenshots)(we have included some representative screenshots)

• Car Online Availability • Vin HistoryCar Online Availability
• Car Offer
• Follow Up

Vin History
• Vin & Client Bundling
• SP stock & PriceFollow Up

• Car Order
• e Appointment

SP stock & Price 
View

• Quality list at the• e- Appointment
• Time Stamps
• Repair Order

Quality list at the 
Dealer

• Delivery to the Client• Repair Order
• Warranty Claim

e e y to t e C e t
• Tracking to the 

Dealer



Car Online AvailabilityCar Online AvailabilityCar Online AvailabilityCar Online Availability

Global PriceGlobal Price

Model TypeModel Type

AvailabilityAvailability
Global Price Global Price 

ListsLists

Hint:Hint:Hint:Hint:Hint:Hint:
••First Come First Come First ServedFirst Served

••Continuously Updated StatusesContinuously Updated Statuses
••Connected to Expected Connected to Expected 

ShipmentsShipments

Hint:Hint:
••First Come First Come First ServedFirst Served

••Continuously Updated StatusesContinuously Updated Statuses
••Connected to Expected Connected to Expected 

ShipmentsShipments



Car OfferCar OfferCar OfferCar Offer

Customer DetailsCustomer Details

Either from Either from 
National National 

Distributor or Distributor or 
Local StockLocal Stock* Up to 3 * Up to 3 

customerscustomers

Local StockLocal Stock

Details of the CarDetails of the Car

Accessories offerAccessories offer
Old Car Buy BackOld Car Buy Back

Total Price of Total Price of 
OfferOfferOfferOffer



Car OfferCar OfferCar OfferCar Offer

Three financing Three financing gg
scenariosscenarios

Hint:Hint:Hint:Hint:

Turn an Offer to Turn an Offer to 
an Orderan Order

Hint:Hint:
I can setup a follow up with 2 I can setup a follow up with 2 

clicks. Special View notifies the clicks. Special View notifies the 
salesperson for his Follow Up salesperson for his Follow Up 

To Do listTo Do list

Hint:Hint:
I can setup a follow up with 2 I can setup a follow up with 2 

clicks. Special View notifies the clicks. Special View notifies the 
salesperson for his Follow Up salesperson for his Follow Up 

To Do listTo Do list
Follow UpFollow Up

CommentsComments



Follow UpFollow Up Two possibleTwo possibleFollow UpFollow Up Two possible Two possible 
scenariosscenarios

Details of what to Details of what to 
follow Upfollow Up

Scenarios of CRMScenarios of CRMScenarios of CRM Scenarios of CRM 
appoachappoach

Active & Closed Active & Closed 
StatusStatus

Comments from Comments from 
each Follow Upeach Follow Up



Car OrderCar OrderCar OrderCar Order

Legacy’s Legacy’s 
system Ordersystem OrderOrder’s dataOrder’s data system Order system Order 

NoNo

Hint:Hint:Hint:Hint:

Car’s dataCar’s data
VIN assignmentVIN assignment

VINVIN

Hint:Hint:
I can place multiple orders I can place multiple orders 
of the same car under on of the same car under on 
single order, submitting single order, submitting 

ONE orderONE order

Hint:Hint:
I can place multiple orders I can place multiple orders 
of the same car under on of the same car under on 
single order, submitting single order, submitting 

ONE orderONE order

AccessoriesAccessories



ee –– AppointmentAppointmente e Appointment Appointment 

MechanicsMechanics Hint:Hint:Hint:Hint:

Time Time 
ScheduleSchedule

Capacity Capacity 
UsageUsage

Rolling the mouse over an Rolling the mouse over an 
appointment, the system appointment, the system 

provides in a comment format provides in a comment format 
all the “details” of the specific all the “details” of the specific 

reservationreservation

Rolling the mouse over an Rolling the mouse over an 
appointment, the system appointment, the system 

provides in a comment format provides in a comment format 
all the “details” of the specific all the “details” of the specific 

reservationreservation

AvailabilityAvailability

reservationreservationreservationreservation



Time Stamps/ MechanicTime Stamps/ MechanicTime Stamps/ MechanicTime Stamps/ Mechanic

Hint:Hint:
I ti tI ti t

Hint:Hint:
I ti tI ti t

MechanicsMechanics

Start & StopStart & Stop Repair Repair Man EffortMan Effort

I can time stamp any I can time stamp any 
internal activity (for claims internal activity (for claims 

or not) and I can have or not) and I can have 
capacity and performance capacity and performance 

analysisanalysis

I can time stamp any I can time stamp any 
internal activity (for claims internal activity (for claims 

or not) and I can have or not) and I can have 
capacity and performance capacity and performance 

analysisanalysis
OrderOrder Man EffortMan Effortyyyy



Repair Order (New)Repair Order (New)Repair Order (New)Repair Order (New)

Hint:Hint:
A repair order can be A repair order can be 

prepared automatically prepared automatically 
from the from the 

ee--appointmentappointment

Hint:Hint:
A repair order can be A repair order can be 

prepared automatically prepared automatically 
from the from the 

ee--appointmentappointmentee appointment  appointment  ee appointment  appointment  



Repair Order …Repair Order …Repair Order …Repair Order …

R iR iRepair Repair 
OrderOrder
DataData

CustomerCustomer
DataData

CarCar
DataData

Red ArrowRed Arrow
DetailsDetails



Repair Order …Repair Order …Repair Order …Repair Order …
Standard Standard 
ServiceService

InvoicingInvoicing

Picking ListPicking List

Hint:Hint:Hint:Hint:
SP linesSP lines

And Service And Service 
LinesLines

Hint:Hint:
Full info are available by Full info are available by 

simply following the links. simply following the links. 
The entire ERP can be The entire ERP can be 

surfedsurfed

Hint:Hint:
Full info are available by Full info are available by 

simply following the links. simply following the links. 
The entire ERP can be The entire ERP can be 

surfedsurfed

Color CodeColor Code
Black Black –– Service LineService Line
Red Red –– No stockNo stock
GreenGreen –– StockStock

What the What the 
customer askedcustomer asked

Claim LineClaim Line

Green Green StockStock
Blue Blue –– Not checkedNot checked

customer asked customer asked 
forfor

Comments Comments 
from the tech from the tech 

Pending Pending 
TasksTasks

Time stampTime stamp

peoplepeople
Documents Documents 

issuedissued



Warranty ClaimWarranty ClaimWarranty ClaimWarranty Claim
Claim TAGClaim TAG

DealerDealer

VehicleVehicle
Hint:Hint:

Is prepared automatically Is prepared automatically 
and  the financial and  the financial 

Hint:Hint:
Is prepared automatically Is prepared automatically 

and  the financial and  the financial 

ClientClient

Claim dataClaim data

documents are send documents are send 
electronically electronically 

documents are send documents are send 
electronically electronically 

Claim Spare Claim Spare 
PartPart

Claim Claim 
analytics analytics 

and and 
FinancialsFinancials VIN/ Claim VIN/ Claim 

barcodebarcode



VIN HistoryVIN HistoryVIN HistoryVIN History
Action DateAction Date

DescriptionDescription

Where the Where the 
repair orderrepair order What theWhat the

Hint:Hint:
E WORKSHOPE WORKSHOP

Hint:Hint:
E WORKSHOPE WORKSHOPrepair order repair order 

was was 
performedperformed

What the What the 
client asked client asked 

forfor

What theWhat the

Every WORKSHOP can see Every WORKSHOP can see 
in detail (LINKS) every in detail (LINKS) every 

action done by them, and in action done by them, and in 
description any action description any action 
done by anyone else !done by anyone else !

Every WORKSHOP can see Every WORKSHOP can see 
in detail (LINKS) every in detail (LINKS) every 

action done by them, and in action done by them, and in 
description any action description any action 
done by anyone else !done by anyone else !

Documents Documents 
IssuedIssued

What the What the 
WorkShopWorkShop
actually didactually did

y yy yy yy y



VIN & Client bundlingVIN & Client bundlingVIN & Client bundlingVIN & Client bundling

Hint:Hint:Hint:Hint:
Car DataCar Data

Client DataClient Data

Hint:Hint:
One VIN can be bundled to One VIN can be bundled to 

many clientsmany clients
And one Client can be the And one Client can be the 

owner of many VINsowner of many VINs

Hint:Hint:
One VIN can be bundled to One VIN can be bundled to 

many clientsmany clients
And one Client can be the And one Client can be the 

owner of many VINsowner of many VINs
Client DataClient Data



Spare Parts Stock/Price viewSpare Parts Stock/Price viewSpare Parts Stock/Price viewSpare Parts Stock/Price view

Hint:Hint:Hint:Hint:
SP codeSP code

WS priceWS price

Inv.Inv.

Hint:Hint:
Brochures and Printed Brochures and Printed 
Material have a special Material have a special 

handling procedure from handling procedure from 
the the swsw

Hint:Hint:
Brochures and Printed Brochures and Printed 
Material have a special Material have a special 

handling procedure from handling procedure from 
the the swsw

Retail priceRetail price AvailabilityAvailability Inv. Inv. 
CategoryCategory



Quality List at the DealerQuality List at the DealerQuality List at the DealerQuality List at the Dealer

Hi tHi tHi tHi tShipping Shipping 
detailsdetails

Hint:Hint:
A “NO” at the quality A “NO” at the quality 

checks notifies the PDI with checks notifies the PDI with 
the recorded problemthe recorded problem

Hint:Hint:
A “NO” at the quality A “NO” at the quality 

checks notifies the PDI with checks notifies the PDI with 
the recorded problemthe recorded problem

Quality Quality 
ChecksChecks

C t dC t d

CommentsComments

Connected eConnected e--
documentsdocuments

Return to PDI if Return to PDI if 
neededneeded



Delivery to the ClientDelivery to the ClientDelivery to the ClientDelivery to the Client

Additi lAdditi lAdditional Additional 
DataData

Ex. Plate No.Ex. Plate No.
Date & TimeDate & Time

…… Hi tHi tHi tHi tHint:Hint:
Exception from the Exception from the 

“standard checks” notifies “standard checks” notifies 
PDI, and Customer CarePDI, and Customer Care

Hint:Hint:
Exception from the Exception from the 

“standard checks” notifies “standard checks” notifies 
PDI, and Customer CarePDI, and Customer Care

Q Q -- criteriacriteria

Internal Internal 
CommentsComments

Additional Additional 
DataDataCommentsComments
EmailEmail

Mobile phoneMobile phone
Usage of dataUsage of data



Tracking VIN to dealerTracking VIN to dealerTracking VIN to dealerTracking VIN to dealer

Hint:Hint:Hint:Hint:
Shipments Shipments 

detailsdetails

Hint:Hint:
Upon the shipment is out, Upon the shipment is out, 
the dealers can be notified the dealers can be notified 
what VINs are expecting what VINs are expecting 

and when.and when.

Hint:Hint:
Upon the shipment is out, Upon the shipment is out, 
the dealers can be notified the dealers can be notified 
what VINs are expecting what VINs are expecting 

and when.and when.
VINs per VINs per 
ShipmentShipment



Back to IndexBack to IndexBack to IndexBack to Index


