
Renault Retail 
Group builds 
trust through 
video

20% increase
In video watch rate 
in the past two years



Elina Karppinen, 
Group Marketing Director of 
Renault Retail Group

citnow.com | help@citnow.com | 01189 977740
©Zype TV Ltd t/a CitNOW

We’ve been working with CitNOW for so long that it feels 
more like a partnership than a supplier relationship. 
Following the sales or service of a car, we always survey 
our customers and the use of video receives excellent 
feedback. In fact, our customers now expect to receive a 
personalised video from our sales and service consultants 
to keep the conversation open throughout the entire 
purchase and ownership journey.

Motor retailers are working 
hard to overcome long standing 
preconceptions associated with 
the automotive industry by 
developing more transparent 
and open relationships with car 
buyers. Renault Retail Group 
has been working with CitNOW 
since 2011 to achieve just that.

Renault Retail Group was an early adopter of 
CitNOW’s innovative suite of products, first 
applying the technology in 2011. Embracing 
CitNOW’s personalised video technology felt 
like a natural collaboration for Renault Retail 
Group, to build upon the Group’s ‘personal touch’ 
approach. Each of its 16 retail sites across the 
UK have adopted CitNOW Sales, Workshop and 
Web to offer an all-encompassing personalised 
approach to customers and prospects at every 
touchpoint throughout the car buying journey. 

The personalised videos created through CitNOW 
Sales and Workshop help the Group’s sales and 
aftersales teams build trust with customers, 
ensuring they feel confident and reassured 
about their purchase or vehicle service. 

“The transparency from using 
CitNOW helps us build trust 
with our customers.”

Renault Retail Group’s use of the CitNOW Sales 
platform has proved particularly invaluable in 
supporting used car sales. Sales staff are able 
to clearly demonstrate the condition of a used 
vehicle and highlight key features to customers 
through walkaround videos – something that is 
often difficult to present in a more traditional 
online advert. For Renault Retail Group, there 
is a clear link between providing this level of 
transparency and sales conversions. The use of 
Sales is not just confined to enquiry follow up. 
In more recent times, when showroom visits 
have been challenging, they have been using 
CitNOW to provide thorough vehicle handovers 
to offer an extra level of customer experience.

“The CitNOW team have 
been invaluable to us” 

Renault Retail Group believes using CitNOW really 
helps to achieve its core KPIs around volume, profit 
and quality. In aftersales in particular it helps the 
Group to sell more hours and parts and increases 
their customer satisfaction scores. Most recently 
Renault Retail Group has piloted the use of CitNOW’s 
integration with Keyloop to increase workshop 
efficiency and sell more Red and Amber work. 

With the watch rates of videos sent by 
the Group increasing by 20% in the past 
two years, it is unsurprising that all members 
of its retail and aftersales teams have fully 
embraced CitNOW’s platforms, with video now 
performing an important role in every aspect 
of the customer communications strategy.


