
RouteOne

DMS - DealerTrack (COX)
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ASM sends callback 
with Capital One's 
deal offer through 
Dealer Nav 

Callback

Deals that are slow to 
fund show up in this list 
generated by the dealer.

Contract in 
Transit List

Email

Phone

Deal jacket

FedEx package

Courier

Deal jackets (piles)

DealerNav

Phone

CRM - VinSolutions (COX)

Dealership packet

New car and keys

Gassing station

16 docs

Signed RIC

RM tools (RMX, CLO)

Darwin

E-contract

Fax

DealerNav

Dot matrix printer

RouteOne

DMS - DealerTrack (COX)

4Square

F&I Checklist

Title sheet

Consumer docs

RM tools (RMX, CLO)

DocuPad

Menu of options

4Square

Phone / Text

AMP

Email

Phone camera

Fax / Scan

Deal jacket

DealerNav

AMP

F&I Checklist

Paper credit app

Phone

COAF Credit Wise

Credit Karma

Nerd Wallet

CRM - VinSolutions (COX)

Online savings calculator

4Square

COX inventory products

Nerd Wallet

RouteOne/Dealer Track

Pen/pencil

DealerNav

AMP

Express storefront 
(Roadster)

New car inventory

OEM sales program

RouteOne

Single bureau credit pull

COAF CreditWise

Leads intake + DB

Intake form (digital or paper)Phone & email

DealerNav

Express storefront (Roadster)

3rd Party leads

CRM - VinSolutions (COX)

AutoNav

RouteOne

Pre-approval mailers

Express storefront

AMPAutoNav

3rd Party leads

DMS - DealerTrack (COX)

CRM - VinSolutions (COX)

3rd Party sites

Social media

Sales events

Promotions

Solicitation calls

Direct mail

Email

Print ads

Radio ads

TV ads

Dealer Nav Support

Relationship Manager

Area Sales Manager

Relationship Manager

Sales Manager

Sales Person

Sales PersonRelationship Manager

AutoNav Support

Relationship Manager

F&I Manager

Sales Person

Used Sales Manager

Sales Manager

Sales PersonGeneral Manager or Sales Manager

Area Sales Manager

General Manager

Fund OR

If returned from lender F&I 
will investigate why. 

Contract 
returned

Call the consumer after 
the first few days of 
ownership to check in.

Consumer 
followup

Daily meeting to review 
outstanding deals.

Save the deal

Finish outstanding 
paperwork and send to 
accounting.

Send final deal

Finish outstanding 
paperwork and send to 
accounting.  

Clean the deal

Finish outstanding 
paperwork and send to 
accounting.

Chase stips

IF REQUESTED

Walk through vehicle 
features and dealer 
programs before handing 
over keys.

Deliver car

Assemble final contract, 
scan last docs, review 
checklist.

Build final 
contract

If consumer is ready wtih 
stips, they are faxed, 
scanned or uploaded. 

Collect stips

IF REQUESTED

Base paperwork and 
contract info assembled.

Update deal 
jacket

F&I upsells backend 
products, gap insurance, 
warranty, maintenance, 
etc.

Negotiate & sell

Discuss deal structure 
with lender: equity, terms, 
and credit. Chooses 
based on rate, profit/loss 
margin, relationship with 
lender, past experience, 
and lender response time.

Callbacks/ 
Select lender

Send deal to lenders and 
wait for callbacks. Manual 
and slow process. Return 
time depends on lender 
and submission method. 

Submit deal

F&I sends Sales to inquire 
with consumer or “chase 
stips”. All stips must be 
cleared for deal to fund.

Request stips

IF REQUESTED

F&I enters and evaluates 
consumer info. Prepare 
info to be sent to lenders. 
Time pressure to 
complete finance in under 
45 mins. 

Build deal

OPTIONAL

Sales hands off offer to 
F&I.

F&I handoff

OPTIONAL

F&I enters and evaluates 
consumer info. Prepare 
info to be sent to lenders.

Run credit 
report

AS NEEDED

Includes front-end 
options, price, 
monthly payment, 
down payment, 
trade in value, etc.

Negotitate 
terms & 
refine offer

Sales structures the deal: 
price, monthly payment, 
trade in value, down 
payment.

Build offer 
"pencil"Return test drive car and 

bring out another.

Return car

IF RELEVANT

Discuss other options or 
move forward to discuss 
offer.

Refine options

OPTIONAL

Determine value 
appraisal.

Evaluate 
trade-in

IF RELEVANT

Test drive cars. Narrow 
down options and 
interests. Sell features. 
Assess consumer.

Test drive

If customer agrees and 
provides credit 
application, run credit.

Credit app

IF PROVIDED

If customer is assessed 
as high risk ask for info to 
run a credit pull.

Collect credit 
info

IF DETERMINED

Enter consumer info into 
system for F&I later. 
R1/DT: Credit app. Deal 
Jacket: POI, POR, trade in 
info. Info in
CRM/Intake 
Tool: Drivers license, 
Name, Address, Phone 
number, Email.

Input consumer

Discuss customer 
interests, expectations, 
and options. Assess 
reality.

Intake & 
analysis

Setup a time for 
consumer to visit the 
dealership and test drive 
cars and may ask 
cuatomer to provide stips 
online.

Schedule appt

Sales, F&I, or the 
Business Development 
Center call or email 
contacts to discuss 
interests, schedule an 
appointment, or inform a 
customer if a car is in 
stock.

Contact leads
Receive notification when 
consumer selects cars for 
a test drive and dealer 
appointment.

View leads

OPTIONAL

Dealer works with 
lender ASMs to build 
and send out 
mailers. Consumers 
may start by 
pre-qualifying online, 
car searching, and 
then scheduling a 
dealer appointment 
to test drive 
selections.

Pre-approval 
program

Sales prepares daily for 
scheduled appointments.

Review daily 
apptsFollow up with consumers 

coming via a 3rd party 
site, dealer website, or 
phone.

Track leads

ONGOING

Campaigns to 
attract consumers to 
the dealer’s lot or 
website include: 
Ads, social media, 
review sites, events, 
pre-approval 
programs, etc.

Marketing
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Accounting/Title Clerk

File cabinet

Sends required 
documents to the state 
DMV.


Send docs to 
state

After the deal is 
completed, accounting/ 
back office prepares 
douments for storage in a 
secure location for 5 to 7 
years. For some, there 
may be digital and paper 
(mostly paper).

Store docs

F&I Manager constantly 
refreshes CIT for most 
recent funding status. If 
F&I thinks this is taking 
too long, they will call an 
RM to discuss status. 

Watch for 
funding status

OEL. F&I Managers may 
submit the contract to 
other lenders before 
recontracting with the 
same lender to avoid 
frustration and fees. 

Resubmit

 Reference code if previously entered 
into DMS through digital intake. 

V-Auto

Mail

Email

Phone

EASE

Phone

EASE

Phone (call center or IVR)

EASE

Title pickup location

Mail

Title websites

CBR

Email

MailMail

Phone Phone (call center or IVR)

Dealer (phone, etc.)

Phone (call center or IVR)

EASE

3rd Party

Bank site or branch

D-pay

Text

EASE

Email

Mail

Mail

D-pay

Phone (call center or IVR)

EASE

Email

MailPhone

Mail

Email

Phone / Text

Fax / Scan

Auto Nav

New car and keys

16 docs

E-contractStip docs

Auto Nav

Email

Phone / TextPhone camera

Fax / Scan

Credit Sesame

CreditKarma

COAF CreditWiseAuto Nav

Savings calculator

NerdWallet

Credit Monitoring

Auto NavAuto Nav

Phone or email

Express StorefrontLendingTree

CarFax, CarGurus, NerdWallet

Auto Trader, KBB, NADA

Express Storefront

Dealer Site

Google, Auto Trader, CarMax, Dealer.com, Carvana, TrueCar, Cars.comSavings App

Refund check

IF RELEVANT

Research process, gather 
docs, go to title pickup 
location.

Release titlePay difference

IF REMAINING

Payment made by 
insurance and lender gap 
package.

3rd party pays
Research and search for 
new cars and lenders.

Explore

OPTIONAL

Contact lender about gap 
insurance. Gather and 
send required docs.

Gap

IF RELEVANT

Receive from insurance.

Proceeds letter

Request and then wait for 
insurance to send a 
proceeds letter.

Talk to 
insurance

Receive from lender via 
online, IVR, or mail.

Payoff quote

Contact lender via online, 
IVR, or mail for a payoff 
quote.

Talk to lender

Car is declared totaled.

Declared total 
lossFile police report. Contact 

lender and insurance.

CollisionReceive 1099Pay balance

IF REMAINING

Agree & settle

IF RELEVANT

Balance owed 
notice

IF REMAINING

Lender sells car.

Car sold at 
auction

If payment can be made 
before car is sold at 
auction payment 
resumes.

Reinstate & 
recover

IF ABLE

Car is taken voluntarily or 
by force from the 
consumer’s possession.

RepossessAssign repo
If payment is still not 
resolved.

Late fee
Extensions, loan 
modifications, update 
payment info, and CPCU 
help from lender.

Fix issue

May be due to insufficient 
funds, bankruptcy, or 
other event triggers. Also 
true for autopay.

Miss payment

Research process, gather 
docs, go to title pickup 
location.

Release title
Call lender to release lien.

Release lien

IF RELEVANT

Call lender to verify refund 
and cash check.

Refund check

IF RELEVANT

i.e. Matured loan

Unexpected 
balance

IF RELEVANT

Confirmation of payment.

Payoff letter
Pay through lender via 
online, IVR, or mail.

Pay

Receive through lender 
via online, IVR, or mail.

Payoff quote

Call lender agent, go 
online, or talk to dealer to 
find out how end the loan.

Research payoffDesire financial 
freedom

Payment 
confirmed1. Choose amount   2. 

Choose account    3. 
Choose date           4. 
Wait for payment to clear 
and check bank account

Pay monthlyEnroll in 
autopay

Receive first reminder and 
statement.

Payment 
reminder

Necessary docs to 
release the lien.

Provide docs

IF NOT ALREADY

Troubleshoot account 
changes, self service 
issues, etc.

Help

i.e. payment due date

Update account

Pay via online, phone, or 
mail.

Choose channel
User or system error while 
accessing account.

Login issue

Lender welcome letter to 
set up online account and 
payment method.

Welcome letter

Lender or 3rd party  
follows up to verify 
identity. Answers 32 
questions. Consumer or 
delaership may be 
consider high risk.

High risk 
interview

IF REQUESTED

Return to dealership to 
submit required 
documents.

Submit stips

IF NOT DONE

Sign paperwork. Learn 
about perks and 
servicing. Accept new car 
and keys.

Sign & drive

Submit requested 
documents if completed.

Submit stips

IF REQUESTED

Review the deal (monthly 
payment, rate, terms) and 
backend options.

Negotiate final 
deal

Gather stips

IF REQUESTED

Collect docs to verify 
empolyment, etc. Some 
bring them with them, pull 
up on device, or has to 
leave and come back. All 
must be collected for the 
deal to fund. 

Wait in the lobby after 
deal is handed from Sales 
to F&I.

Wait on F&I
Provide info to run a 
credit pull. Expectations 
may also be reset here 
based on results.

Credit check

Review deal and 
negotiate. Return to test 
drive, rework the deal, or 
move forward.

Discuss offer

Repeat test driving with 
other cars, or move 
forward with choice.

Refine options

OPTIONAL

Test drive cars. Narrow 
down options and 
interests.

Test drive

Submit required 
information for a credit 
check.

Credit check

IF REQUESTED

Arrive at the dealership 
and discuss interests and 
options with Salesperson. 
If information provided 
online let dealership 
know. 

Visit dealership

Setup a time to visit the 
dealership and test drive 
cars. May send POI, POR, 
car selection, or trade in 
info prior to arrival.

Schedule appt 
and provide info

OPTIONAL

Receive phone call or 
email from dealership 
about interests from F&I 
or sales.

Dealer contact

MIGHT IGNORE

Select cars to test drive at 
dealerships via online 
search tools or AutoNav.

Choose

Receive estimated value 
via 3rd party site or 
AutoNav. Needs title & 
lien release if paid off, if 
lost they can use lost title 
form & power of attorney. 

Trade-in 
estimate

OPTIONAL

Receive monthly payment 
estimate via 3rd party 
sites or AutoNav. 

Pre-qualify

OPTIONAL

Narrow search to desired 
cars and where/how to 
purchase.

Search & 
NarrowAssess car types, brand, 

price range, leasing, used 
or new, trade in, etc.

ResearchReach goal

OR

Unexpected. Need a new 
car now.

Traumatic event

Save up for a next car.

Save up

IF ABLE
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Monthly 
one-time 
payment

Monthly 

autopay

Back to monthly pay cycle

WORST CASE 
CONSUMER

- Unprepared 

- Less informed

- Financially unstable

BEST CASE 
CONSUMER

- Prepared 

- Well informed

- Financially stable

DEALER

"I'm feeling pretty 
nervous right now."

“Can they afford 
this?" -SP

“What can work? 
What fits best?" -SP

“This is so much 
paperwork." -F&I

“What did I do wrong?" 
-F&I

"How do I know I'm 
getting a good deal?"

"I'm worried about 
my credit score."

"I don't have a lot of time. 
I need to make a choice."

"Is this the 
right link?"

"What happens if I can't 
make the full payment?"

"Do I still need to 
make payments?"

"What is a payoff quote? 
Why is it different than 
my balance?"

“What do I have to do? This 
looks complicated. Will gap 
cover my deficiency?”

“This is unclear. I’m unsure 
that this is the right payment 
and that my loan is paid off.”

"This is the worst possible 
outcome. Now I don't even 
have a car." "I'm uncertain about my 

payment options.""I don't understand 
how fees are part of 
the balanced owed."
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RELEASESETTLECLAIMREPOSSESSMISS PAYMENTRELEASEPAYOFFPAYONBOARDBUYFINANCEREFINESELECTSEARCHTRIGGER

TOTAL LOSS1-6 WEEKSOFF TRACK1 WEEK - 3 MONTHSAFTER PURCHASE / PAY THE LOAN1-6 YEARSPURCHASE CAR4 hours - multiple weekendsEXPLORE3-4 months

MOMENTS

PHASE

Version 

4.0



Date

04.01.2019

ATTRIBUTION

Name

Robin Roberts



Team 

Auto NavigatorDealer

Dealer

Capital One

Roles

Vendor

Generic

Capital One

Touchpoints

This is a pain point that 
occurs during a moment 
shared between the 
consumer and the dealer.

Pain point
This is a pain point.

Pain point

This is an action that 
occurs during a moment 
shared between the 
consumer and the dealer.

Action
This is an action.

Action

Moments

Pain point

Dealer quote

Consumer quote

Quotes

Dealer 

SECONDARY PATH

Consumer 

SECONDARY PATH

DEALER

primary path

worst CASE 
CONSUMER 
Primary path

BEST CASE 
CONSUMER 
Primary path

EMOTIONS

LEGEND

CUSTOMERS

CYCLE BETWEEN

RESEARCH & SEARCH

TO NARROW OPTIONS

50% OF CUSTOMERS MOVE DIRECTLY FROM 
SEARCH TO VISITING THE DEALER

60% OF Autonav CUSTOMERS

ARE PROMPTED TO PROVIDE

STIPS AT THIS STAGE

Consumer Car Buying/Owning Journey and Blueprint

Colors

UPDATES FROM FUNDING

CRM & DMS: Dealer Socket, CDK, Reynolds and Reynolds, Dealer Track, Vin Solutions, Dealer Safeguard, eLeads, DealerBuild, Darwin, Dealer Daily, iPreCheck


