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Getting started: Find your leads
You can find these leads in the “Sell My Car - Leads” tab of the CarGurus Dealer 
Dashboard or in your CRM. Each lead includes the customer and vehicle info, as 
well as a link to the offer summary and Intake Tool.

How it works

Every lead is sent to your CRM with one of 
these sources:

CarGurus - Sell My Car

Consumers who receive an offer from your 
dealership and did not indicate they wanted to buy 
a replacement vehicle.

CarGurus - Trade In My Car

Consumers who receive an offer from your 
dealership and are in-market to also purchase a 
replacement vehicle.

Consumers complete a condition 
report on CarGurus to receive offers 
on their vehicle.

If you have the consumer’s 
recommended offer, your dealership 
automatically receives the lead.

To finalize the deal, connect with the 
consumer and use the intake tool to 
conduct an appraisal of their vehicle.

1 2 3

What is CarGurus Sell My Car?
Sell My Car lets you acquire quality vehicles from the largest audience of engaged 
consumers by placing real offers on their vehicles. Using your dealership’s unique 
bidding strategy, our system automatically places offers on your behalf, so you get the 
cars you want, at the price you want to pay. 
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What to know: Key information
Your Sell My Car offer summaries have everything you need to know: consumer 
information, vehicle summary, offer value, trade-in request (if applicable), and 
vehicle condition and history.  To find an offer summary for each lead, click on the 
vehicle in your Sell My Car lead report in the Dealer Dashboard or click the link in 
your CRM platform.

Consumer contact 
information and 

appointment time

Details on the 
vehicle the 

consumer is selling, 
including VIN

The vehicle they 
are interested in 

purchasing

Vehicle condition, 
including mileage 
and any damage 
reported by the 
consumer

The offer amount 
and IMV (Instant 
Market Value) range 
to resell the vehicle

What is the condition of the vehicle?

Did they set an appointment?

When you’re reviewing each lead, consider these questions to ensure you 
understand the offer and vehicle condition details.

Are they looking for a replacement car?

What else stands out? 
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Streamline the process: Who does what?
While every dealership operates differently, using a framework to manage your 
leads can help simplify roles and responsibilities. So, we’ve created a chart as a 
recommendation of how it could work at your dealership.

Role Sell My Car (SMC) Responsibilities

General Manager/ Regional 
VP/ Platform Director

• Sign-off on purchasing the product

• Evaluate ROI

Marketing Director • Sign off on purchasing the product

Used Car Director

• Sign off on purchasing the product 

• Influence the buying strategy 

• Evaluate ROI 

Used Car Manager/ Buyer

• Set up and maintain the buying strategy (matrix)

• Follow up with each SMC lead and nurture them to come to the store  

• Conduct the vehicle inspection 

• Purchase the vehicles that will be put through recon and retailing 

Wholesale Buyer

• Set up the buying strategy (matrix)

• Maintain the buying strategy for optimal bids for wholesale units

• Follow up with each SMC lead and nurture them to come to the store  

• Conduct the vehicle inspection

• Purchase the  vehicles that they will be selling on 
the wholesale market without retailing

Sales Team
• Direct in-store Sell My Car consumers to the right point of contact

• Follow up with ‘trade-in’ my car consumers to get them 
in-store and use the offer to close both sales

BDC Department
• Be the first point of contact for SMC consumers

• Responsible for converting the SMC consumers into the 
store to meet with a member of the buying team
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Outreach made easy: 
Templates to hit the ground running
To simplify the follow up process, we’ve put together a recommended outreach 
schedule and sample talk tracks, text, and email templates. We suggest staying in touch 
with leads for up to 60 days after the offer. Use the details provided in the lead and offer 
summary to personalize your outreach.

IMPORTANT: When you reach out to customers make sure it mentions CarGurus Sell My Car 
and NOT other acquisition channels, as this will confuse potential sellers. 

Day Actions Note

1 Text, Call, Email Leave voicemail on first call only 

2 Text, Call No voicemail

3 Call, Email Leave voicemail

5 Text, Email --

7 Text, Call Leave voicemail 

15 Call, Email No voicemail 

20 Email --

30 Text, Call, Email Final attempt; leave voicemail

45 Email

60 Email

60+ Continued customer nurture



Phone Call Script

Sales Associate: Hi, is this [CUSTOMER NAME]?

Customer: Yes, this is.

Sales Associate: Hi, [CUSTOMER NAME]! I’m [SALES 
ASSOCIATE NAME] from [DEALERSHIP NAME]. I’m 
calling about the offer you got through CarGurus for 
your vehicle. Is now a good time to chat?

Customer: Yes, I can talk. / No, it’s not a good time.
If the customer says it’s a good time to talk

Sales Associate: Awesome! Thanks for considering 
us for selling your vehicle. You’re looking to sell your 
[VEHICLE MAKE/MODEL], right?

Customer: Yes, that’s right.

Sales Associate: Great! We love [VEHICLE MAKE/
MODEL]s. Can you tell me a bit about the vehicle? 
Things like its condition, any upgrades, or recent 
repairs?

Customer provides information

Sales Associate: Thanks for sharing that. It sounds like 
you’ve taken good care of your car. The next step is to 
schedule a quick, no-obligation appraisal so we can 
confirm your car’s value. When would be a good time 
for you to come by our dealership? [Or if provided, 
mention the appointment time they already selected 
and confirm it works for them]

Customer responds with preferences

Sales Associate: Perfect. I’ll set that up. While you’re 
here, we can show you some great options if you’re 
thinking about buying a new or pre-owned vehicle. 
We’ve got some excellent deals you might like.

Customer responds

Sales Associate: Great! I’m looking forward to meeting 
you and going over everything in person. Do you have 
any questions or concerns right now?

Customer asks any questions

Sales Associate: [Answers any questions]. Thanks for 
your time today, [CUSTOMER’S NAME]. I’ll send you a 
confirmation of our appointment and a summary of 
what we discussed. Is [CUSTOMER’S EMAIL ADDRESS] 
the best place to send that?

Customer: [Yes / No], the correct email is 
[EMAIL ADDRESS]

Sales Associate: Great. Feel free to reach out if you 
need anything before our meeting.

Customer: Thank you.

Sales Associate: You’re welcome, [CUSTOMER’S 
NAME]! We appreciate the opportunity to help you 
and look forward to seeing you on [DATE/TIME OF 
APPOINTMENT]. Have a great day!

continued  in second column
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Email Templates

Initial Contact Email

No Appointment Selected

Subject: Your Offer from CarGurus

Hi [CUSTOMER NAME],

I’m reaching out about the offer we gave for your 
[VEHICLE MAKE/MODEL] for [$XX,XXX] through 
CarGurus.

[DEALERSHIP NAME] is an official CarGurus Sell My Car 
dealer, and we’re here to help you get the best possible 
offer. Could you let us know a convenient time for a 
quick call or visit? We’d love to evaluate your car and 
discuss the next steps.

Please reply to this email or give me a call at your 
earliest convenience. Looking forward to assisting you!

Warm regards,

[SALES ASSOCIATE NAME] 
[CONTACT INFORMATION]

Appointment Selected

Subject: Your Offer from CarGurus

Hi [CUSTOMER NAME],

I’m reaching out about the offer we gave for your 
[VEHICLE MAKE/MODEL] for [$XX,XXX] through 
CarGurus.

[DEALERSHIP NAME] is an official CarGurus Sell My Car 
dealer, and we’re here to help you get the best possible 
offer.

I noticed you requested an appointment for 
[APPOINTMENT DATE/ TIME]. Does that time still work 
for you to come into the dealership? We’d love to 
evaluate your car ASAP and discuss the next steps.

Please reply to this email or give me a call at your 
earliest convenience. Looking forward to assisting you!

Warm regards,

[SALES ASSOCIATE NAME] 
[CONTACT INFORMATION]

Mention Trade-In

Subject: Your Offer from CarGurus

Hi [CUSTOMER NAME],

I’m reaching out about the offer we gave for your 
[VEHICLE MAKE/MODEL] for [$XX,XXX] through 
CarGurus.

[DEALERSHIP NAME] is an official CarGurus Sell My Car 
dealer, and we’re here to help you get the best possible 
offer and get you into your next vehicle. I noticed you’re 
interested in [TRADE-IN INTEREST], which we have in 
stock ready for you to test drive!

Let me know a convenient time for a quick call or visit.

Looking forward to assisting you,

Warm regards,

[SALES ASSOCIATE NAME] 
[CONTACT INFORMATION]
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Follow-up Email

Option 1

Subject: Still Interested in Selling Your [VEHICLE 
MAKE/MODEL]?

Hi [CUSTOMER NAME],

I hope this message finds you well. I recently reached 
out regarding the offer we gave on your [VEHICLE 
MAKE/MODEL] through CarGurus, and I wanted to 
make sure you received all the information you need.

We are actively looking to purchase cars like yours and 
are here to offer you a competitive price.

Could we set up a time for you to come in for a no-
obligation evaluation? Or I’m happy to jump on a call if 
you’d prefer.

Thanks, and looking forward to your response,

[SALES ASSOCIATE NAME] 
[CONTACT INFORMATION]

Option 2

Subject: We’re Ready to Buy Your Car!

Hello [CUSTOMER NAME],

We noticed you haven’t responded to our initial offer for 
your [VEHICLE MAKE/MODEL]. We are very interested 
in your vehicle and would love to get you in-store to 
finalize the purchase.

As an official CarGurus Sell My Car Dealer, we strive to 
provide a seamless and transparent selling experience. 
If there are any hesitations or further information you 
require, we’re here to help.

Feel free to reach out to us, or if you prefer, we can give 
you a call at a time that suits you best.

Warm regards,

[SALES ASSOCIATE NAME] 
[CONTACT INFORMATION]

Unresponsive Lead

Subject: We’re Still Interested in Your [VEHICLE 
MAKE/MODEL]!

Hello [CUSTOMER NAME],

I noticed we haven’t connected yet, and I wanted to 
make sure our offer for your [VEHICLE MAKE/MODEL] 
didn’t slip through the cracks. The offer expires in 7 
days, and we don’t want you to miss out on getting the 
most value for your vehicle.

If there’s a better way or time to reach you, please let 
me know. We’re here to work around your schedule and 
ensure you feel confident about your decision.

Looking forward to your response,

[SALES ASSOCIATE NAME] 
[CONTACT INFORMATION]

Option 3

Subject: Could We Offer More for Your [VEHICLE 
MAKE/MODEL]?

Hi [CUSTOMER NAME],

We’ve been trying to reach you to discuss the sale of 
your [VEHICLE MAKE/MODEL]. We believe we might be 
able to offer you a better deal, especially if we could see 
the car in person. Could we schedule a no-obligation 
evaluation at your convenience?

Looking forward to hearing from you,

[SALES ASSOCIATE NAME] 
[CONTACT INFORMATION]



Last Chance Email

Appointment Email

Email 1

Subject: Last Opportunity to Sell Your [VEHICLE 
MAKE/MODEL] at a Great Price!

Hi [CUSTOMER NAME],

As we approach the end of our follow-up, we wanted to 
reach out one last time regarding your [VEHICLE MAKE/
MODEL]. If you’re still considering selling, we’re here to 
provide an excellent offer. Our team values your time 
and aims to provide top-notch service and fair valuation.

Could we schedule a final review or meeting to discuss 
your options? This is a great chance to get the best deal 
for your car.

Please contact us at [PHONE NUMBER] or reply to this 
email. We hope to hear from you soon!

Thank you,

[SALES ASSOCIATE NAME] 
[CONTACT INFORMATION]

Email 2

Subject: Hurry, Your CarGurus Offer Expires Soon

Hi [CUSTOMER NAME],

This is our last attempt to reach you regarding the sale 
of your [VEHICLE MAKE/MODEL]. We’re still prepared 
to make you a competitive offer. Please contact us by 
[DATE] if you’re still interested, as we would hate for you 
to miss out on this opportunity.

Thank you,

[SALES ASSOCIATE NAME] 
[CONTACT INFORMATION]

No-Show Appointment Follow-Up

Subject: Can We Reschedule Your Visit?

Dear [CUSTOMER NAME],

We noticed you couldn’t make it to our dealership today 
to discuss the offer for your [VEHICLE MAKE/MODEL]. 
We understand schedules can change, and we’re more 
than willing to find a new time that fits into your busy 
day.

Please let us know your availability, and we’ll ensure that 
your next visit is smooth and hassle-free.

Best regards,

[SALES ASSOCIATE NAME] 
[CONTACT INFORMATION]

Confirmation

Subject: Let’s Confirm Your Appointment for [VEHICLE 
MAKE/MODEL]

Dear [CUSTOMER NAME],

We want to ensure we’re all set for our appointment 
to discuss your [VEHICLE MAKE/MODEL] on [DATE] at 
[TIME] at 
[DEALERSHIP NAME] 
[DEALER ADDRESS]

Please reply to this email or give us a call if there are 
any changes or if you have any questions before the 
appointment.

Best regards,

[SALES ASSOCIATE NAME] 
[CONTACT INFORMATION]

09



Text Message Templates

Initial Outreach

Hi [CUSTOMER’S NAME], this is [YOUR NAME] from 
[DEALERSHIP NAME]. I’m reaching out about the offer 
we provided on your [VEHICLE MAKE/MODEL] on 
CarGurus. Would love to chat more about it. When’s a 
good time for you?

Trade-In Lead Follow Up

[CUSTOMER’S NAME], we’re eager to help you trade up 
from your [VEHICLE MAKE/MODEL] to a car you’ll love 
even more. We have tons of great inventory ready for 
you to test drive. When is a good time for you to come 
into [DEALERSHIP NAME]? 

Offer Expiring

Hi [CUSTOMER’S NAME], your CarGurus offer for 
[VEHICLE MAKE/MODEL] is expiring soon. Can we set 
up an appointment for you to come into the dealership 
to discuss next steps?

No-Show Appointment

Hi [CUSTOMER’S NAME], noticed we missed you today 
at [DEALERSHIP NAME]. We’re still interested in your 
[VEHICLE MAKE/MODEL]! Can we find a new time that 
works for you? Let us know. 😊

Follow up 1

Hi [CUSTOMER’S NAME], [YOUR NAME] here from 
[DEALERSHIP NAME]. Still considering our CarGurus 
offer for your [VEHICLE MAKE/MODEL]? I’m here to help 
you with next steps - when is a good time to connect?

Follow Up for Trade-In Lead

Hi [CUSTOMER’S NAME], it’s [YOUR NAME] from 
[DEALERSHIP NAME]. Just wanted to remind you about 
the great trade-in options available for your [VEHICLE 
MAKE/MODEL]. Let’s set up time for you to come into the 
dealership and find the perfect new match for you! 🚘

Appointment Confirmation

Hey [CUSTOMER’S NAME]! It’s [YOUR NAME] from 
[DEALERSHIP NAME]. Just confirming our appointment 
to discuss your [VEHICLE MAKE/MODEL] on [DATE/
TIME]. We’re excited to see you! Let us know if you need 
to adjust the time.
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