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Infroduction

Welcome to the new manual on how to support the Aftersales Lead Management process in Salesforce.
Each topic can be selected from the Index to facilitate consultation of the document.

Salesforce is the official CRM tool for Maserati chosen for the complete management and conversion of Aftersales Leads. Maserati network Dealers
can:

+ Intercept the Leads generated spontaneously by Customers through available channels (CUSTOMER-DRIVEN Leads)
+ Receive Leads generated centrally by Maserati based on current campaign targeting (HQ-DRIVEN Leads)

This manual provides a comprehensive overview of the process to support Dealers in the day-to-day Aftersales Lead system management. It
consists of several sections that can be consulted separately:

APPOINTMENT MOBILE WEB
. LEAD CREATION . MANAGEMENT ‘VEHICLES PAGE . PP

LEAD MANAGEMENT LEAD QUALIFICATION CLOSING A NEGOTIATION MONITORING & KPI
PROCESS OVERVIEW

To ensure the best performance of Salesforce, Google Chrome is the recommended browser. A
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Lead generation sources

a8

Spontaneous Tridente APP Outbound Email

Connectivity Website

Campaign

Maserati driven Customer driven
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Manual navigation guide

APPOINTMENT MOBILE WEB
| LEAD CREATION : MANAGEMENT ‘VEH|CLES PAGE APP

LEAD MANAGEMENT LEAD QUALIFICATION CLOSING A NEGOTIATION MONITORING & KPI
PROCESS OVERVIEW
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Lead management process overview

APPOINTMENT MOBILE WEB
| LEAD CREATION : MANAGEMENT ‘VEH|CLES PAGE APP

= E E E E BE =E = =

LEAD MANAGEMENT LEAD QUALIFICATION CLOSING A NEGOTIATION MONITORING & KPI
PROCESS OVERVIEW
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ASLM Process - Introduction

The Aftersales Lead management process, isdesignhed to:

- Improve the Maserati Customer Experience by using dedicated digital tools
- Increase workshop traffic and business opportunities for Dealers

- Increase brand loyalty and Customer satisfaction

A Lead isa business opportunity

The objective for the Dealeristo convert Leads into sales of services and products
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ASLM Process — Overview

The Lead management process consists of several successive steps:

TIME

1.LEAD CONTACT - 2. LEAD QUALIFICATION - 3. APPOINTMENT - 4. WORKSHOP VISIT

LEAD GENERATION

Is the Customer
interested in
proceeding with
the purchase?

HQ/Customer
driven Is it p955|ble to Can the Customer's request be Is it possible to fix
getf in touch met2 Does the product/service an appointment
vaVrhT . the offered to the Customer meet with the
ustomers their needs? Customer?
Yes e Yes e Yes
CUSTOMER LEAD APPOINTMENT WORKSHOP
—> —Pp —> —> ——p e —>
CONTACT QUALIFICATION <> SETTING VISIT
No No No
v v
CONTACT |
CLOSED NO SALE AGAIN h
y'y l
No Yes

No

A

A

YeL»[ CLOSED

IN SALE J

Is the Lead converted?

When managing the Leads, the aim sideally fo get the workshop to carry out the work or to sella product/service.

Thsis not always possible because going from one step to the next is possible only if the answer to each question is affirmative (<>).
Please note that if a Lead is not managed within 60 days, it is automatically closed as “Lost Sale™.
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Login to Salesforce

To log in to Salesforce, you must first access Modis, click on the “CRM
Salesforce” option on the left, and then select your SF profile.

1. Loginto MODIS CS+ using your own credentials

2. Inthe menu on the left, select CRM SALESFORCE to access the

Salesforce home page.

Aftersales profile to continue

If you have more than one profile, select the n
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Enfer your Usemame and Passwoed

Usemame.

[C) Login with Domain credential
Login Cancel

Forgot password? Reset it!

Mameish ¥ 04 T 8




Salesforce Homepage

Global search - .
Notifications

Aftersales Leads WVehicles Dashboards

Tabs to access all
CRM functions

Today's Events

Commen Links

- Salesforce Manual

06:30 PM Call UAT 001

02/09/2026, 07:30 PM

Salesforce Man

Today’'s event -~

Wiew Calendar

Status

Appointment Taken @
Assigned to Dealer @

Closed In Sale
Name Surname Closed No Sale @
| | | | Los! Sale R
Pl L l Notn Target @ £ ecord Count
I Flat Not Interested Now @
Search Customer - | | | | ot eacnavle @
| Search |

Aftersales Leads

Service Dealers - Assigned to Dealer v

4 items + Sorted by Created Date -+ Filtered by All aftersales leads - Status - Updated a few seconds ago

0, Search this list...

Aftersales Leads -] e

. o . :
V|eW ASS|g ned TO AS Lead Name ~ | Created Date § -~ | Status “ | Source ~ | AS Campaign Dealer Contact Atte:
Dealer” :

eo er Test004 Test004 2/3/2026 5:25 FM Assigned to Dealer Spontaneous Spontaneous Dealer o

2 Test003 Test003 2/3/2026 5:25 PM Assigned to Dealer Spontaneous Spontaneous Dealer o

3 Test001 Test0O1 2/3/2026 5:25 PFM Assigned to Dealer Spontaneous Spontaneous Dealer o

4 Test002 TestD02 2/2/2026 9:06 AM Assigned to Dealer Spontaneous  Spontaneous Dealer o

s of Today at 4:08 PM




List View “Assigned to Dealer” 1/2

To access the list of leads waiting to be
selected and managed, click the *Aftersales
Leads” tab.

3 Afterzales Leads Vehicles Reports Dashboards

Aftersales Leads rannay

E Service Dealers - Assigned to Dealeri v & [#) (e [ et vew |
To modify the lead filters, click the arrow icon “ ervice Delers - rssianed D Derl el - — BN On0M
" 4 items « Sorted by Created Date - Filtered by All aftersales leads - Status - Updated a few seconds ago Q Search this list.. ||i||_’| |£||;|| ¢ |7 |
’ AS Lead Name “ | Created Date |} -~ | Status * | Source “ | AS Campaign + | Dealer Contact Attemp... » | Days from Lead creation L
Test004 Test004 2/3/2026 5:25 PM Assigned to Dealer Spontaneous  Spontanecus Dealer ] 5 |Z|
2 Test003 TestD03 2/3/2026 5:25 PM Assigned to Dealer Spontaneous  Spontaneous Dealer o 5 |Z|
Test001 Test0O1 2/3/2026 5:25 PM  Assigned to Dealer Spontaneous  Spontansous Dealer o 5 |Z|
a Test002 TestD02 2/2/2026 9:06 AM  Assigned to Dealer Spontaneous  Spontansous Dealer 0 7 |Z|

In the View menu, in addition to the list of leads with “Assigned to Dealer” status,
the following views are available:

Closed in Sale: the List View shows all leads with “Closed in Sale” status .
Closed No Sale: the List View shows all “Closed No Sale” Leads, including the
detailed reasons for the unsuccessful sale.

In Progress: the List View shows all leads with “Assigned to Dealer” status with
at least one “Dealer Contact Attempt” recorded.

Lost Sale: the List View shows all leads with “Lost Sale” status.

Not Managed Yet: the List View shows all leads with “Assigned to Dealer”
status and no “Dealer Contact Attempt” recorded.
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List View

The list of Leads in “Assigned to Dealer” Status
provides the main information about the Lead:

AS Lead Name: name and surname of the
Lead

Created Date: The date on which it was
created

Status: This is always “Assigned to dealer” in
this View

Source: This indicates the source of the
Lead, i.e., the channel through which it was
generated

AS Campaign: This indicates the respective
Campaign (i.e.: Service Reminder /
Seasonal Promo)

Dealer Contact Attempts Done: Indicates
the number of contact attempts done by
the dealer

Days from Lead creation: Indicates the
number of days that have passed since the
lead was created

To access the Lead page, simply click on the
name in the AS Lead Name column.

“Assighed to Dealer” 2/2

Flanmmati

H Aftersales Leads Vehicles Reports Dashboards

Afterzales Leads

g Service Dealers - Assigned to Dealer Izl

Printable View |

Jle]ls])e]7]

4 itemns » Sorted by Created Date « Filtered by All aftersales leads - Status « Updated a few seconds ago

Dealer o T

4 TestD02 Test002 2/2/2026 9:06 AM Assigned to Dealer Spontaneous  Spontanec

AS Lead Name ~ | Created Date } -~ | Status ~ | Source ~ | AS Campaign * | Dealer Contact Attemp... * | Days from Lead creation e
2/3/2026 5:25 PM Assigned to Dealer  Spontaneous  Spontaneous Dealer 0 5 'L':

Test003 Test003 2/3(2026 5:25 PM  Assigned to Dealer Spontaneous  Spontanecus Dealer 0 5 |Z|
Test001 Test001 2/3/2026 5:25 PM Assigned to Dealer Spontaneous  Spont Dealer a 5 IZI
-

Tanemati

3 Aftersales Leads Vehicles Reports Dashboards

Aftersales Leads

: - | e Printable View |
Service Dealers - Assigned to Dealer v |#|
_ _ ) ) ) Q, Search this list... || w-|@m-|lc|]e|T|
4 iterns « Sorted by Created Date » Filtered by All aftersales leads - Status « Updated a few seconds ago Bl | R | el |
' | Created Date 4 - | Status ~ | Source ~ | AS Campaign * | Dealer Contact Attemp... *~ | Days from Lead creation v
2/3/2026 5:25 PM Assigned to Dealer Spontaneous  Spontanecus Dealer a 5 |7|
TestD 2/3/2026 5:25 PM Assigned to Dealer Spontaneous  Spontaneous Dealer 0 5 |7|
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The Lead main page is
divided into 4 sections:
 AS Lead Details
+ Request Details

. Vehicle Deiails .............

 AS Quudlification
Details

it

Aftarsales Leads

Aftersales Lead

Test004 Test0D4

> AS Lead Details

» Request Details

> Vehicle Details

» AS Qualification Details

s

'

anemali

Aftersales Leads

Vv AS Lead Details

Assigned to Dealer

S—
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Lead main page

B Aftersales Lead History (2)

Date Field User Origina...
2/3/2... Created. User!76...
2/3/2... Date Az Userl76.. 2/3/20..

E} Aftersales Lead History (2)

Dite Field User Origina.

The “Aftersales Lead
History” section that
shows the history of
the main changes
made fo the Lead
during the
management process
is shown on the right
side of the page.

To manage the Lead,
you can use the Action
buttons:

+ Edit
*  Make an
Appointment

« Closedin Sale
« Closed No Sale
« Contact Again
*  Printable view



Lead main page - “AS Lead Details”

The “AS Lead Details” section contains
detoiled informotion ObOUT The LeOd Aftersales Leads Vehicles Reports Dashboards
generated and assigned:

o . . . ftersales Lead
* AS Campalgn- this prOV|des the g ;_étifica AS Lead 6 notifica AS Lead 6

| Edit ‘ Make an Appointment Closed In Sale ‘ v |

campaign name S — :

Source: this provides information v AS Lead Details [ Aftersales Lead History (6+)
about the source of the Lead (i.e. Direct Marketing e e we
Web/digital' edm) ‘::S(I:garj::aw[:nDemer \F:E'lcsfiling 2/21/2... Dealer.. internal.. 2/21/20... |E\
AS Lead Type: prOVideS information Senvice Booking - WER Yes 2/21/2... Dealer.. internal. 2/21/20... ()
about the type of source of the lead R e 2118/2.. _Created. _imernaL.. B
Recontacted: this checkbox, if by Phone 2o/z. Ouner interral.: Intemal 4SCAR-: lv)
flagged, reminds the dealer to e - T — e
contact the Customer and suggest a e — S s
new appointment. Yes
Customer Profiling & Marketing Master A5 Lead e
consents information Daye fram Load creation by Sacil

13 Yes

~ Request Details

First Name AS Lead Name

notifica AS Lead & 4 notifica AS Lead & notifica AS Lead 6
Last Mame Country

notifica AS Lead 6 & Spain

Email Address State
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Lead main page - “Request Details”

The “Request Details” section contains a set
of information of various nature:

Aftersales Leads Vehicles Reports Dashboards

1. Customer information and contact

details i [t | wake an Appointment | Closed insals | v |
2. Preferences expressed by the
Customer (Preferred Datefime 1-2-3) B [ Aftersales Lead History (2)
regarding the qppOintment Gnd The ~ Request Details Date Field User Origina... New Va...
Appointment date field in which o see 0 P ———— =
the agreed appointment date: P Testoos 7 Testo0a Testons 20302 Date e Userme. 2320 2320 (7]
« “Request for’ & “Request details” F oo -y
are information provided by the § i Lo n
Customer at the time of the .
request.
+ The "Customer notes" provides _—— A —E—— ﬁ
information about notes leaved P ospanih
by the Customer at the time of i , e
the requesf_ wequest Details ) Praferred Datetime 3
> Vehicle Details
> AS Qualification Details
Entering an appointment will send 2 emails to the Customer: The first confirmation (immediately), the second
reminder (the day before the appointment). The same 2 emails are also sent to the Dealer. A

VY,
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Lead main page - “Vehicle Details”

Aftersales Leads Vehicles Reports Dashboards

The “Vehicle Details”” section contains

Test004 et Make an Appointment Closed In Sale A4
information about the car. Test004 Test004 [ ea | . |
Note: Only the VIN field can be filled in , 7 Ao Leadpesls [ Aftersales Lead History (2
The OTher f|e|ds are f|”ed |n » Request Details Date Field User Origina... New Va...
Torne o VN | v oua B
Entering the VIN is necessaryto e | . >
ConCIUde i'he Le0d mqnqgemenf W|‘|‘h ZAMASETEOD13T3042 P e
kb 1 ! Model Description

Closed In Sale”.

rranty End Date

. Current -.'.arrzrl‘-, End Date
i 5/28/2024

» AS Qualification Details

The VIN is already present for all HQ-DRIVEN Leads (generated by Maserati). u
For CUSTOMER-DRIVEN Leads the VIN may not be present because the Customer snot obliged to provide it
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Lead main page - “Qualification Details”

The “Qualification Details” section can be used to
manage the contact and qualification phases of
the Lead:

1. These fields are dedicated to entering
information relating to the contact phase. You
can enter up to 5 contact attempts in
Salesforce, but you must record at least 1
contact attempt to change Lead Status.

2. “Close no Sales Reason” is dedicated to
closing Leads for which no appointment could
be fixed. The Close No Sale Status requires
specifying the «Close No Sale Reasony for
closing the Lead.

3. The field “Lead Management Notes” can
contain the free notes of the dealer. The field
is mandatory to close the lead “In Sale*
without an appointment or "No Sale" with
Close No Sale Reason — Other.

Aftersales Leads

Aftersales Lead

Test004 Test004

> AS Lead Details

» Request Details

> Vehicle Details

i v AS Qualification Details

: Dealer Contact Attempt 1

Vehicles

Reports

Dashboards

| Edit | Make an Appointment

Closed In Sale

v

a Aftersales Lead History (2)

Date Field User Origina... MNew Va...

2/3/2... Created. Userl76...

2/3/2... Date As... Userl76.. 2/3/20..

2/3/20..

L)

¢  Dealer Contact Attempt 2

i Dealer Contact Attempt 3

First Contact Attempt Date

e
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Lead creation

APPOINTMENT MOBILE WEB
| LEAD CREATION - MANAGEMENT ‘\/EHICLES PAGE APP
LEAD MANAGEMENT LEAD QUALIFICATION CLOSING A NEGOTIATION MONITORING & KPI

PROCESS OVERVIEW
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Lead Creation

Before creating a new lead, always check whether it already exists in Salesforce
‘Y through the dedicated intelligent global search tab in Homepage.

N You can search for all main profile data
(i.,e., name, surname, e-mail address, mobile, etc.)
1. To create a new lead, click on the “Aftesales S

Leads” tab, then click on the “New" bufton on
the resulting page.

* Aftersales Leads Vehicles Reports Dashboards

Aftersales Leads

g Service Dealers - Assigned to Dealer

AS Lead Details
4 items « Sorted by Created Date « Filtered by All aftersales L

AS Lead Name ~ | Created Date 4 ~

Test004 Test004 2/3/2026 5:25 PM

Test003 Test003 2/3/2026 5:25 PM

2. When the pop-up appears, fillin the mandatory
fields, marked with an asterisk (*).
Once filled in, these fields will turn yellow.

3. Click “Save” to complete the first step of the
process.

Request Details

New Aftersales Lead

his list..

| fys from Lead creation
- o
——Hor
Ho - ‘ r
. 7]
N v
N -]

utomatically filled in ‘

e
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Lead qualification

APPOINTMENT MOBILE WEB
| LEAD CREATION : MANAGEMENT ‘VEH|CLES PAGE APP

' ‘,/‘ 4/ ! ‘ ‘4./ ' 4./‘ 4,/‘ ! . 1‘/‘

LEAD MANAGEMENT LEAD QUALIFICATION CLOSING A NEGOTIATION MONITORING & KPI
PROCESS OVERVIEW

e
—-
—
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Lead qualification | Overview

TIME
LEAD GENERATION
HQ/Customer
ive Is It possible to g .
driven gel pin ITOU(‘“‘ CQr'] the (_:USTOr‘ﬁerS reguest pe Is it possible to fix Is the Customer
ot =1 met? Does the product/service an appolntment interested in
“f”h the offered to the Customer meet with the proceeding with
CUSTOIMISIE R - . euling
: i their needs? B Cusfomerz the purchase? v
Yesi Yes Yes
CUSTOMER — = LEAD = —— ] APPOINTMENT %5 U7 WORKSHOP Yes
CONTACT “*| QUALFICATION | SETTING ST CLOSED IN SALE
No No No +
i Y
CONTACT _
CLOSED NO SALE AGAIN N
[
No) Yes

Is the Lead converted®

The qualification process is a key moment of the Lead management process and requires the active involvement of the Customer to:

- complete the definition of the Customer's needs and requirements
- verify the customer's interest in the presented offer

- check the Customer's willingness to make an appointment with the Dealer
The qualification process starts when contact is made with the Customer and ends when all the elements

necessary to be able to offer (or not) an appointment have been collected.

Using the Customer and vehicle information available in Modis , the Dealer can pre-qualify the Customer before ﬂ
contacting them to increase the likelihood of success.

e
—
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Lead Qualification | Edit an existing lead

An existing Lead can be edited in two different ways:

1. You can edit a Lead directly from the Aftersales Leads List
View by locating the desired record and selecting it from the
list.

2. Alternatively, you can edit a Lead by clicking on the Lead
Name on the list view to open the record page and then
clicking the “Edit” button.

3 Edit Test test
3. Updating the necessary fields.
4. Clicking Save fo confirm the
changes.
s

e
—
—
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Manerati

s Aftersales Leads Vehicles Reports Dashboards

Aftersales Leads

B Service Dealers - Assigned to Dealer v | %

AS Lead Name v Created Date 4 V

Status

e
TManmnnts
] Aftersales Leads Vehicles

Reports ETLLLET

Aftersales Leads

Service Dealers - Assigned to Dealer

4 items - Sorted by Created Date » Filtered by All aftersale

AS Lead Name ted Date |

U
g Aftersales Lead
Test004 Test004
v
> AS Lead Details
> Request Details
> Vehicle Details

» AS Qualification Details

Q, Search this list g-||=-|le|slle|Y

v | AS Campaign v Dealer Contact Attempts Done  V  Days from Lead creation

22



Lead Qualification | Contact attempt

At least 1 contact attempt must be made and recorded (Dealer Contact Attempt 1) in Salesforce inthe
Qualification Details section of the Lead being managed. A

1. Verify which Available Channels were selected during the Lead creation.
If any changes are required, click the pencil icon (Edit icon) next to the
field to update the selected channels.

Once the contact attempt has been completed, navigate to the AS
Qualification Details section within the Lead record page > Click the pencil
icon (Edit icon) next to the relevant contact attempt checkbox field.

2. Tick the checkbox to record that the contact attempt has been
performed.

3. Click Save to confirm the update.

4.  After saving, Salesforce automatically populates the corresponding
“Dealer Date Altempt #" field with the date and time of the recorded
attempt.

~ AS Qualification Details

Dealer Contact Attempt 1

Note: If after repeated attempts appropriately distributed over time (and
recorded in Salesforce) you are unable to make contact with the Customer,
end Lead management with “Closed No Sale” (View Manual section: “Closing
a Negotiation”).

e
—
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Appointment management

APPOINTMENT MOBILE WEB
| LEAD CREATION : MANAGEMENT ‘VEH|CLES PAGE APP

= m m m o= = = = =

LEAD MANAGEMENT LEAD QUALIFICATION CLOSING A NEGOTIATION MONITORING & KPI
PROCESS OVERVIEW

e
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—
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~ Appointment management | Overview

LEAD GENERATION
HQ/Customer
driven Is It possible to Can the Customer's request be Is it possible to fix TR
get In touch met2 Does the product/service an appolntment interested in
:‘f”hr - the offered to the Customer meet with the proceeding with
Customers Their needs? 5 ggaer s : Customera the porchase? !
Yes 9 Yes: e Yes e
CUSTOMER LEAD — i, APPOINTMENT [ > WORKSHOP Yes
CONTACT —> —®  QUALIFICATION *’<> fcaenpie cpems CLOSED IN SALE
No No No No *
¢ v
CONTACT B
CLOSED NO SALE AGAIN D
7
N(ﬁl) Yes

Is the Lead converted®

If the Lead Qualification is successfully carried out, i.e. all conditions are met to serve the Customer and the car:

- The Customer's car is included in offered/requested Campaign/Service
- The Customer is currently the owner of the associated car

- The timeframe for the request/offer can be respected

It is possible to proceed with the offer of an appointment agreed with the Customer.

e
—
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Appointment management

1. To Schedule an Appointment, open the relevant Lead
record page and click the “Make An Appointment”
button.

2. Select the agreed appointment date and time.

3. Check the fick in the checkbox is inserted to send a
reminder email to the Customer.

4. Click Save to confirm and schedule the appointment.

The Status willautomatically change from “Assigned
to Dealer” to “Appointment Taken".

Aftersales Lead

Test test

~ AS Lead Details

Yes 4

No ra

by Email

g Afterzales Lead “"'A"'"'""'"""'7'"'7"'5 o
Test004 Test004 _ Make an Appointment B Closed In Sale

> AS Lead Details D Aftersales Lead History (2)

‘ : : | Date Field User Origina... MNew Va.
2/3/2 Created.  Useri76
B 23 ate As.. Use

Make An Appointment

Appointment Date

by Social

When the appointment is scheduled, checking the flag, Salesforce will
send an email confirming the appointment to the Customer. A reminder
email will be sent the day before the appointment.

Two equivalent emails will also be sent to the Dealer.

Note: If “Appointment Taken" is not updated within 60 days, the Lead
Status automatically changes to “Lost Sale”.

I
L~
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Closing a negotiation

APPOINTMENT MOBILE WEB
| LEAD CREATION : MANAGEMENT ‘VEH|CLES PAGE APP

= = = = m= = o= = o

LEAD MANAGEMENT LEAD QUALIFICATION CLOSING A NEGOTIATION MONITORING & KPI
PROCESS OVERVIEW

e
—
—
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Closing a Negotiation | Close in sale

TIME
LEAD GENERATION
HQ/Customer
driven Is It possible to Can the Customer's request be Is it possible to fix TR
Q?P: In fOUrﬁh metg Does the product/service an appointment interested in
wi e i i
Customere offered to the Customer meet with the proceeding with

their needs? Customers the purchaseg s { oo :
Yes 9 Yes e o 5 :

Yes : q

CUSTOMER , LEAD 4] APPOINTMENT — |  WORKSHOP Yes : :
CONTACT QUALIFICATION SETTING VIsIT CLOSEDIN SALE
No No No — No ]

1’ v ESPN R :

CONTACT
CLOSED NO SALE AGAIN

7Y
Mo ) Yes

Is the Lead converted®

F Y

Once the Customer's request is satisfied, the lead can be closed as "Closed In Sale" by entering a correct VIN as mandatory.

If needed, you can consult the VINs .-
associated with vehicles by accessing the el - | il
“Vehicles” page from the Navigation Bar.
Al 2] [ ven |

~

[« | ()| [«) | 2]

zZLUo

e
—-
—
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Closing a Negotiation | Close in sale

1. Navigate to the “Vehicle Details” section within the
Lead record page and click the pencil icon (Edit
icon) next to the VIN field to enter the correct VIN.
Then click Save.

2. Click the “Close In Sale” button at the top right of the
page.

After completing this action, the Lead Status is updated o
“Closed In Sale.”

g Aftersales Lead
Test test

v AS Lead Details

e
—
—
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Closing a Negotiation | Close no sale

TIME
LEAD GENERATION
HQ/Customer
driven Is It possible to Can the Customer's request be Is it possible to fix s the Customer
Q?T In touch metg Does the product/service an appolntment interested in
‘;E”hr . the offered to the Customer meet with the proceeding with
—ustomers thelr needs? B Customers a the purchase? i
Yes 9 Yes Yes
CUSTOMER " LEAD »|  APPOINTMENT > WORKSHOP Yes SALE
CONTACT QUALIFICATION SETTING WISIT SIS
No Mo NG - 1 NoO A
H H Y
CONTACT B
AGAIN h

Mo ) Yes

Is the Lead converted®

A Lead must be closed as “Closed No Sale” in the following scenarios:

1. If, after repeated contact attempts appropriately distributed over time (and properly recorded in Salesforce), you are unable to
reach the Customer.

2. If the qualification step results in a negative outcome.

3. If the conditions required to schedule an appointment are not met.

In all the above cases, the Lead management process must be ended by selecting “Closed No Sale.”

e
—
—
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Closing a Negotiation | Close no sale

1.  Open the relevant Lead record page and click the
“Close No Sale” button (at the top of the page).

2. Select the appropriate Reason from the available

options:
. No privacy consent in DMS
. Not eligible for product / offer
. Trade in new vehicle
. Not Current Owner / Vehicle Sold
. Leasing / rental / trader
. Owner is not driver
. Customer declined the offer / quote
. Wrong number / phone off / busy
. Other

3. Click Save to confirm.

After saving, the Lead Status is automatically updated to
“Closed No Sale”, and the Lead management process is
ended.

g Aftersales Lead
Test003 Test003

» AS Lead Details

Aftersales Lead
g Test0061 Test0061

v AS Lead Details

I edje (“
x | Test00 T
clused Nu Sale tEj, 2/10/2 AS Lea. S CAR Automa... Test00.
|| Q_E_’;L;;?'L;.;I';;i';';;;?;;;'.l ......................................................................................................... B
[ --Mone-- '] =
O3 i
Notes:
- Ifthe reason “Other” is selected, it is mandatory to
complete the “Lead Management Notes’ field before
saving. A
- Ifthe reason “Not Current Owner / Vehicle Sold” is

selected, it is mandatory to enter the End Date of
Ownership in order to proceed and save the record.

e
—
—
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Closing a Negotiation | Contact again 1/2

Even if a Lead has been closed as “Closed No Sale,” it is still possible to plan a future contact with the Customer.

A Customer who is not interested today may become interested at a later stage, especially if conditions or offers change.
The Dealer may schedule a call-back or follow-up contact whenever there is a potential opportunity for a future sale of products or

services.

1.  Open the Lead record currently in “Closed No Sale”
status and click the “Contact Again” button at the
top of the record page.

2. Select the desired recontact date using the calendar.

3. Click Save to confirm.

s

¥
Manerati

Aftersales Leads Vehicles Reports Dashboards

Test001 Test001 Edit Make an Appointment Closed In Sa

v AS Lead Details c Aftersales Lead History (6)

Closed No Sale Ye ’ Date Fleld User Origina...
2422 Status AS F Assig Closed
X Close N S CAF Trade i.. -
g '“mrs Change. F 2/2/20. 2/12/20 v
Dealer ... S CAR. v v
Contact Again »
Spontaneous Created

eri7e v
AS Le e SEemR j Date As. User176... 2/3/20... 2/3/20. v
Customer D n H H -

[ | : ﬁJ e
T am— a < February » |[2026 % e
= =22 E
---------------- Sun  Mon Tue ed Th Sat —
D:
| | 1 2 3 4 6

8 s 1 m 12 13 14 -

1 16 18 19 0 al

by Social 22 23 24 25 26 27 28

No

e
—
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Closing a Negotiation | Contact again 2/2

What Happens After Saving:

The Lead Status remains “Closed No Sale” with:

+ Reason Category: “Not Interested Now"

« Close No Sale Reason: “Contact Again”
The current Lead management process is ended.

Once the selected recontact date is reached, Salesforce
automatically creates a new Lead with:

« Status: “Assigned to Dealer”

+ The "Recontacted” checkbox flagged
The new Lead can be found in the "Assigned to Dealer” List
View.
At this point, you can contact the Customer again and
propose a new appointment.

~ AS Qualification Details

Dealer Contact Attempt 1 Dealer Date Attempt 1
s 2/12/2026 10:11 AM

Dealer Contact Attempt 2 Dealer Date Attempt 2

First Contact Attempt Date

2/12/2026 10:11 AM

Note: The newly created Lead will contain the name of the previous Lead in the “Master AS Lead” field.
By selecting this name, you can access and review all information related to the original Lead. A

e
—
—
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Vehicles page

APPOINTMENT MOBILE WEB
| LEAD CREATION - MANAGEMENT ‘\/EHICLES PAGE APP
LEAD MANAGEMENT LEAD QUALIFICATION CLOSING A NEGOTIATION MONITORING & KPI

PROCESS OVERVIEW

e
—
—
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Vehicles page | Overview

The Vehicle Page allows users to consult detailed
information related to vehicles associated with Leads
and Customers.

Vehicles

1. Navigate to the Navigation Bar and click on Al v (]
“VehicleS." 50+ items « Sarted by VIN - Filtered by All vehicles - Updated a few seconds ago
Upon accessing the Venhicles section, the landing page e 0

displays a list view containing the VINs (Vehicle " B
|dentification Numbers). -

2. From the list view, click on a specific VIN and you will

..............................

be redirected to the Vehicle Record Page.

3. On this page, you can view:

+ Detailed vehicle information s o

+ Related records displayed on the right-hand side,
including:

+  Ownerships

+  Opportunities

«  Warranties

* Vehicle History

Note: The Vehicle Page is consultative only. |1 is not possible to edit any ﬁ

information or modify any elements within the Venhicle record.

e
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Monitoring & KPI

APPOINTMENT MOBILE WEB
| LEAD CREATION : MANAGEMENT ‘VEH|CLES PAGE APP

‘
1 | ‘ :
’ ’ . / . ‘ y . h Vi
! | ' | < -
! ! : !
| ! . !

LEAD MANAGEMENT LEAD QUALIFICATION CLOSING A NEGOTIATION MONITORING & KPI
PROCESS OVERVIEW
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Monitoring & KPl | Reports management 1/3

e
1. From the Salesforce homepage in the Manenat:

NOV|QOT|0n Bor: C“Ck on Reports TO Open H Aftersales Leads Vehicles Reports Dashboards
the Reports home page.

Today's Events Commeon Links

06:30 FM Call UAT 001
02/08/2026, 0T:30 PM Salesforce Manual

‘ Wiew Calendar ‘

Record Count Status

' Appointment Taken @
| ; Search Customer in Maserati Database | ‘ A Assigned to Desler @

2. In the Reports page, click New Report.

Afteranlon Loass Wahilelos Dashbsards

3. Select the Report Type according to the
analysis you want to perform(i.e. Leads)
and click on the desired one.

Create Repart

Select a Report Type

4. Click Start Report.

Hu
B0, T ) =
26, T & =
Daslor wih A Sarcard = P
‘wiin Contat s Sl ]
‘Wi Dainirsiios and Venicics. Staran ] Craatad By ou
Mo Fasports ik
res with Diaaiars Sarcand =
Acthatios,
Account Hslory Starcard = Crmatad By Othars
Conracts and Onders
Cantact Hstory SHandard = o: 1 i s
Attt Fapors FE G Comada try 45 HARKL AL CBACTIVE IRCIIS
File andl O it R o Cost
s e o = Cuslomer Custom = 0 =
Oer Repars Cpportunitios with Shoarmom Wisks Custom = [
Crm
Opportunities Cverall Custom =
R — - = Otiacts Used In Fapart Tyoe
Ceporturiy with Athities Custom ] =
‘Opportunity with Tests Ds Custom
ity wih v = O cose
Dokirs Wi Oppatntis Custom =
Cuslomer
cpporuniy_nsiDive_contaciessTDEurvey Custom = =]
Oppartunitios and Contracts. Custom = B s
Lamon Law Regart Type Custom =
T — - - v
E— —

=7 N
|I1|||:> H
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Monitoring & KPl | Reports management 2/3

5. Select fields to be included in the
report columns. If necessary, create
groups of rows / columns.

6. Select filters to include / exclude
specific values (i.e. date, type of
activity..etc) by clicking on filter button.

7. After making changes click on “'run’’
button to refresh the report or ‘’save and

run’' button to refresh and save the new
version.

-
Manmmals

Fal Aftersales Leads Vehicles Dashboards

REPORT »

New Aftersales Leads Report

: e ropoet b
Cutline : 4 ¥ ']
-------------------------------- v | Dosler Date Attampt 1 (v AS Campaign v Emadl Addiess
Groups
d  Spormtanocus Dealer test{Pes?i01 invalid
I
AS Wieter Promeo
1" Al ' Pro
"a A ot Pro
PY P
Column
d A Proem
|

Altorsales Load AS Lead Name X

Doaler Date Amerrpt 1 x

"
AS Campaign xX
Emall Addeess ®

"2
First Name X

11
Last Namg x
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Monitoring & KPl | Reporis management 3/3

8. The report is created and the user can
also change the order of the columns by
dragging them within the report .

9. Itis possible to export the report by
clicking on the arrow next to
Edit and select “Export”.

10. A pop up wilopen where you
can choose the export view
(formatted reportisrecommended)
and click again on “Export”.

Wy
W
TManerali

Il Aftersales Leads Vehicles Reports Dashboards

Report: Aftersales Leads . 0 2
New Aftersales Leads Report #' Enable Field Editing | ‘i‘ ‘L‘ ‘i‘ | Fdit | I
Total Records g it 9
g.aaa ............................................................................................................................................................................. :  conon :
Aftersales Lead: AS Lead Name [¥] Dealer Date Attempt 1 [~] AS Campaign =] Email Address [=] FirstName [=] LastName [~ B
.‘I' S TESINT TESHN T *rnememsnsnenaranasanss 21212076 0T AN Spontangous Degler " """ tesi@fesfu0n tinvang" - rrnre TestmT " TESANTOU """ =
2 TRvLAa2x20000000JZff 11/25/2020 4:59 PM AS Winter Promo test@test coma2x20000000JZff Zyzlyl Faryff
3 luAKGa2x20000000JZgY 11/25/2020 12:47 PM AS Winter Promo test@test.coma2x20000000JZgY Tuvgtp Dnitfmd
4 SqIBFa2x20000000JZhC 11/24/2020 12:43 PM AS Winter Promo test@test coma2x20000000JZhC Anugmh Memiooc
T —— b ‘
debvg Rpagjvr
+ Bt ot Ml i T i Ceanal.
sqbca Vdruxe
E:’:p‘: rt .;hgla Msngmf
sgzn Phiibn
;)<apc Anugmh
Ex ﬂﬂl’t Vim tdth Dntfmd
.wqew Thbdsk
ﬂ skrdq Exensd
Detalls Dndy Ein Ulnloc
Joytq Bmruax
.ikdg Faryff
ensd Xlugjd
;)<apc Ldfniw
-
e Wl .= | |...HH!‘ aiaral il u |
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Monitoring & KPI | Dashboards

il

The Dashboard section provides a visual overview of Tanmnats
key performance indicators and Lead management A foralosloads  Vehicles  Reporss [ Dachboarde
data.

Dashboards
1. To Access the Dashboard, navigate to the Recent Q seurch recene dastbouds. | %~ |
Navigation Bar and click on “Dashboard.” e < T rotaer reated By < | ubacrmn
Recent E Aftersales Lead NEW chiaracocearo 11/28/2022, 2:53 PM =

2. To open a specific Dashboard, click on the Created by e
name of the Dashboard you want to view.

All Dashboards

FOLDERS
All Folders
Created by Me

Dashboard
E Aftersales Lead NEW

Shared with Me As of Feb 11, 2026 3:08 PM- @ Viewing as AS CARS BARCELONA GALLERY - 60931 EXP

All Favorites P e :: = c ssqu: o Dealer =
3. Once you are on the selected Dashboard page, P .
.I-WO OCﬁOﬂ bUTTOnS Ore OVOi|Ob|e: Appointment Taken . Closed In Sale Ass\gr\;:::suea\er
L] Refres h View Report (Aftersales: Closed In 5. As of Feb 11, 2026 3:08 PM View Report (Aftersales: Assigned to As of Feb 11, 2026 3:08 PM
Use this button to manually update the data © % || clmeitose ©
displayed fo ensure that the most recent data is Y -
shown. .
+ Download e &~ ofﬁ &
Use this button to download the Dashboard. , |

e
—
—

1
i

....................................................

Not Managed Yet [

Record Count

Assigned o Dealer
Status
View Report (Aftersales: Not Manage. As of Feb 11, 2026 3:08 PM

Lost Sale ¢ R

0
8
6
4

Regard Count

0
Lost Sale
Status

View Report {Aftarcales: Lost Sale) As of Feb 11, 2026 3:08 PM
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Monitoring & KPI | SLA: Service Level Agreement

One of the key elements of Lead management is certainly the time factor.

Timely contact demonstrates the attention Maserati pays to its Customers and maximizes the Customer experience and loyalty.

The following SLAs have been implemented from 2022 to guarantee a level of Customer service in line with Maserati standards and to
monitor performance in the management of the Aftersales Lead.

First contact time NG EE Ll % Managed Leads

(Lead closure) (Lead closure)

41
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Monitoring & KPI | SLA 1: Time of first contact

This measures the Dealer’'s promptness to pick up Lead management and indicates the time elapsed between when a Lead is assigned to the Dealer

and the first attempt to contact the Customer.

TARGET: 70% <= 1g (SLA: 70% of assigned Leads must be contacted within 24 calendar hours of assignment)

KPI measurement: Date/time of first contact attempt - Date/time of Lead assignment

1. The date/time of assignment is visible
on the Lead page in the Aftersales Lead History section.

2. The date/time of the first contact is visible on
the Lead page in the Qualification Details.

Aftersales Leads > Uat Dealer As Spain 1002 Uat Dealer As Spain 1002
Aftersales Lead History
. v
2 items « Sorted by Date - Updated a fe s ago i <
: Dat v | user | original value v | New value v
: 2/11/2026 11:00 AM e
2 2/1/2026 11:00 AM 2/1/2026 11:00 AM 2/1/2026 11:00 AM
~ AS Qualification Details
Dealer Contact Attempt 1 Dealer Date Attempt 1
4 2/12/2026 10:51 AM
Deal Dealer Date Attempt 2
g
Deal Deal
rd
Deals tact Attempt 4 D D ttempt 4
4
Deals It ttemp D D ttem
K
Lead alif. A mi
Lead f / Management D
L No Sale R
o’
Lead tes @
4



Monitoring & KPI | SLA 2: Qualification/Management
time

This measures the Lead management time and expresses the time elapsed between when the Lead is assigned to the Dealer and when the Lead is
closed (which occurs when a final Status is assigned*).

TARGET: 70% <= 10g (SLA: 70% of assigned Leads must be concluded within 10 calendar days of assignment)

KPI measurement: Date/time of Lead closure** - Date/time of Lead assignment

The assignment date/time and the closure date/time are
visible on the Lead page in the Aftersales Lead History section

Aftersales Leads > Uat Dealer As Spain 1002
Aftersales Lead History

Created.

2/11/2026 11:00 AM Date Assigned to Dealer

..........................................................................

*Closed No Sale / Closed InSale / Lost sale

* "Appointment Taken” is not a final Status. For this reason, the Dealer cannot close the Lead immediately after having
scheduled the appointment and must respect the 10-day deadline. Please note that if “Appointment Taken” is not
updated within 60 days, the Lead Status automatically changes to “Lost Sale”. Entering a correct VIN is mandatory to
close the Lead.

e
—
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Monitoring & KPI | SLA 3: Fully managed Leads

This measures the number of fully managed Leads (in final Status* ) in relation to the total number of Leads assigned during the previous 60 days.
TARGET: 90% (90% of the Leads allocated in the previous 60 days must be in final Status* and therefore fully managed)

KPI MEASUREMENT: number of Leads in a FINAL Status / number of Leads assigned

*Closed No Sale / Closed In Sale

e
—
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Mobile web app

APPOINTMENT MOBILE WEB
| LEAD CREATION : MANAGEMENT ‘VEH|CLES PAGE APP

, // ‘4‘/ , ‘4‘/ ‘4‘/ , 4‘/‘ 4‘/‘ | Vs !

LEAD MANAGEMENT LEAD QUALIFICATION CLOSING A NEGOTIATION MONITORING & KPI
PROCESS OVERVIEW
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Salesforce mobile web app | Introduction

The Salesforce Mobile Web App is a web-based application and does not require any download. It can

be accessed directly from a mobile browser by logging in through MODIS CS+.
For the best user experience and optimal performance, Google Chrome is the recommended browser.
Access is supported on both iOS and Android devices.

The Mobile Web App is available for smartphones and tablets, with minor layout differences depending
on the device.

E -. Usage of the Mobile Web App is recommended for users who are already familiar with Salesforce CRM
ek functionalities. For new joiners, it is recommended to start using Salesforce from the desktop version,
following the CRM guidelines available in MODIS CS+.

e
—
—
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Salesforce mobile web app | How o access

modiscsplus.maserati.com @

—— {3 2 andbox.my.site.com

> To access the Salesforce

Mobile Web App, users must: Today's Events
° i 04:00 Call UAT
dopen O brgwser On Thelr PM  02/11/2026, 05:00 PM
evice ana access
MODIS Cs"‘ View Calendar

 Loginto MODIS CS+.
« Click on the CRM tab.

&  Search Customer in Maserati Datab...

The system automatically Name Surname
redirects the user to
Salesforce Experience Cloud
Mobile Web App.

Service Dealers - Assigned to ... v
If you have more than one

profile, select the Aftersales “ TestWTLO001 Test07102021
prof”e to continue Created 2/11/2026 2:16 PM

MODIS CS+ HOMEPAGE

e
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Salesforce mobile web app | Features overview 1/2

{3 9 andbox.mysitecom + (@)

Today's Events

04:00 Call UAT
PM  02/11/2026, 05:00 PM

View Calendar

Name Surname

Search

Service Dealers - Assigned to ...

TestWTLOO1 Test07102021
Created 2/11/2026 2:16 PM

&  Search Customer in Maserati Datab...

v

HOMEPAGE 1/2

> Navigation Bar
& Search

> Today's Events

Search
Customer

} Lead List view

e
—
—
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% andbox.mysitecom + (@)

W

Stal Assigned to Dealer
Source: Spontaneous

AS Spontaneous Dealer
Campaign:

Dealer 0

Contact

Attempts

Done:

Days from

Lead

creation:

Record Count Status
Appointment Tak... @
' Assigned to Dealer
Closed In Sale
Closed No Sale
830 Lost Sale
Not in Target

Not Interested N...
Not Reachable

As of Today at 4:33 PM

HOMEPAGE 2/2

> Record Count
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Salesforce mobile web app | Features overview 2/2

°s andbox.mysite.com + (@

Navigation in the Mobile Web App is available
through the burger menu on the left side of the
screen. By opening the burger menu, users can
access the same main tabs available on the desktop

Home

Aftersales Leads

version:
Vehicles ) Home

e Aftersales Leads
Reports . Vehicles

* Reports
Dashboards « Dashboards

This ensures consistency between desktop and
mobile navigation.

BURGER MENU

e
—
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Salesforce mobile web app | Calendar

O 2% andbox.mysite.com + ()

Feb 12, 2026

SUN  MON TUE WED THU FRI SAT
8 9 10 n 12 13 14

Call UAT
LOCATION
START

2/12/2026 4:00 PM
END

2/12/2026 5:00 PM

The Calendar allows users fo
manage appointments and
activities.

From the Calendar page, it is
possible fo:

Create a new event by
selecting the desired
date and time and
entering the relevant
details.

e
—
—
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i

2 andbox.mysitecom + (3

Manenali .

Call UAT

- 2/12/2026 4:.00 PM - 2/12/2026 5:00
PM

o O

DETAILS RELATED

Calendar Details

Assigned To

AS CARS BARCELONA GALLERY - 69931 EXP
Subject

Call UAT

Start
2/12/2026 4:00 PM

End
2/12/2026 5:00 PM

Related To
Test003 Test003

Name
TestUAT UATOO1

Existing event

Edit / Delete an existing
event by clicking on
the scheduled activity
and updating the
necessary information.
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Salesforce mobile web app | Lead view

25 andbox.my.site.com 4

E Uat Dealer As Spain 1002 Uat
Dealer As Spain 1002

Edit Make an Closed In more

Appointment Sale

AS Lead Details

Status

Assigned to Dealer

Direct Marketing
Yes

AS Campaign

Service Booking - WEB

Profiling
Yes

AS Campaign Notes

by Email
Yes

Source
Web

by Phone

Lead list view

>

When opening a specific object:

« Users can view the List Views, similarly to the
desktop experience.

» By selecting arecord from the list, they can
access a detailed view of the record
information.

From the record view, users can:

+ consult all relevant information

+ edit existing records

« update fields and manage ongoing activities

Note: On the Mobile Web App. Creation of new records is not supported. For
creating new Leads, users must access Salesforce from the desktop version.
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Glossary

Explanation of the terminology related to Aftersales Lead management

e
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Glossary — Process overview

LEAD: Customer who is the owner of a Maserati car and who may be interested in using a product or service offered by your
Maserati workshop or who makes an explicit request to be contacted because they are interested in a product/service.
A Lead is a business opportunity for your dealership.

LEAD GENERATION process: the action of collecting from different channels and sources relevant data from an existing Customer who shows interest in
Aftersales Services and Products.

HQ-Driven Lead: Maserati periodically reviews its fleet to identify Customers likely to benefit from targeted offers, even without an active request—for
example, Service Reminder or Warranty End Reminder campaigns.

Customer-Driven Leads: created when a Customer submits a request via website forms or the Maserati Owner App. These must be prioritised.

AFTERSALES LEAD MANAGEMENT (ASLM) process: every Lead starts as 'Assigned to Dealer' and requires active management: contact, qualification,
appointment and/or closure. Final statuses must be applied via Action Buttons and cannot be changed.

LEAD CONTACT: the first fundamental step. The goal is to turn interest info an opportunity. Contact should preferably be by phone unless the Customer
requests otherwise. Attempts should be spaced across 2-3 days and at different times.

LEAD QUALIFICATION: the process of identifying the customer's needs and verifying whether they can be met. This requires direct contact to understand
explicit or hidden needs.

LEAD APPOINTMENT: when a previously agreed appointment is logged in Salesforce, the Lead Status automatically updates to ‘Appointment Taken'. This
status is not final and expires after 60 days, so the Dealer must assign a final status: ‘Closed In Sale’ or ‘Closed No Sale.

e
—
—
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Glossary — Lead status

STATUS (of the Lead): this provides an indication of the progress of the Lead in the management process. It can be initial, intermediate or final. Leads in
final Status have been fully managed and require no further action. Leads in Initial and Intermediate Status require further action to be brought to the
final Status.

Assigned to Dealer: all Leads, regardless of how they are generated or the type of campaign, are assigned to each Dealer in Salesforce. This is the main
status under which Leads are managed.

Not Managed Yet: These are Leads with the status “Assigned to Dealer” for which no “Dealer Contact Attempt” has been recorded. No activity has yet
been carried out.

In Progress: These are Leads with the status “Assigned to Dealer” that have at least one “Dealer Contact Attempt” recorded or are in “Appointment
Taken” status. The management process has started but has not yet reached a final status.

Appointment Taken: identifies a Lead for which an appointment has been scheduled. It must be finalized as “Closed In Sale” or “Closed No Sale” within 60
days. Otherwise, if the Lead is not managed within 60 days, the Status automatically changes to “Lost Sale”.

Closed In Sale: all Leads with “Closed in Sale” status signaling a positive outcome of the lead management process. It requires dealer actively using the
ACTION BUTTONS

Closed No Sale: all leads for which the “Closed No Sale Reason” field has been filled in signaling a lack of agreement in moving forward with the sales
process. It requires dealer actively using the ACTION BUTTONS

Lost Sale: subgroup of Closed Lead automatically assigned by the system to Leads for which a final Status is not reached within 60 days of the assignment
date.
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Conclusion

You will find this manual in the Salesforce homepage, in the “Common Links” section

For any doubts, you can refer to crm@maserati.com

For any questions after the training or for any issuesencountered during
tool usage, that you cannot solve through manuals, please open tickets
to support in ModisCS+.
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