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Optimizing Lead Delivery in Indirect Channels

Problem Statement
Product manufacturers, brand owners and physician networks often rely on a network 
of 3rd parties to sell, service, install and stock their products. This indirect channel is 
sometimes the only way the brand owner sells their product and represents their brand 
to customers. As part of managing a 3rd party network network, the brand owner often 
provides a facility for the ƺʍɰɽɁȴǉɨ ɽɁ�ˎȶǁ�ƃ�representativeӗ�ɰʍƺȃ ƃɰ ƃ ǁǉƃȢǉɨ ȢɁƺƃɽɁɨ Ɂȶ 
ɽȃǉȈɨ ʥǉƹɰȈɽǉӝ

The customer might encounter the dealer locator after clicking on a “Where to Buy” 
button or in a “Brand X near me” local search on Google or similar search engine. The 
ƺʍɰɽɁȴǉɨ�ɽȃǉȶ�ɰǉƃɨƺȃǉɰ�ɽȃǉ�ǁǉƃȢǉɨ�ȢɁƺƃɽɁɨ�ƃȶǁ�ˎȶǁɰ�Ɂȶǉ�Ɂɨ�ȴɁɨǉ�ȢɁƺƃȢ�ƹʍɰȈȶǉɰɰǉɰ�ɽɁ� 
engage. The customer then contacts a local representative in the form of an 
opportunity or lead. 

At this point in the customer journey, many brand owners lose visibility into what 
happens next. After facilitating the connection between the customer and the dealer, 
brand owners often can’t answer these critical questions:

1. Did the potential customer successfully contact a dealer? Was the inquiry email
opened? Was the contact information for the dealer correct?

2. How long did the customer wait for a reply? How
responsive is this dealer? Was the lead ignored?

3. Was the customer satisfied by the dealer’s 
customer service? What rating would the 
customer give the dealer?

4. Are high-performing dealers rewarded for 
their work?

As a brand owner, you must know:

1. Who are my most (and least) responsive dealers?

2. What happens to customers who did not get a reply from an inquiry?

3. Which dealers drive the most customer satisfaction?

Once you have this information, your best dealers can be rewarded, and 
ȢɁʥǉɨӸɥǉɨǹɁɨȴȈȶǼ�ǁǉƃȢǉɨɰ�ƺƃȶ�ƹǉ�ǉȶǼƃǼǉǁ�ɽɁ�ˎȶǁ�ʥƃʰɰ�ɽɁ�ȈȴɥɨɁʤǉӝ

A dealer locator platform that can’t answer these questions is dangerous to brand 
owners. When a customer reaches out and the business does not respond, the 
opportunity is lost, revenue is lost and the brand reputation is damaged at the hands of 
the dealer.

continued next page 

MetaLocator found 20 
million in lost revenue 
due to ignored lead 
inquires for a single 
customer in 2021 alone.
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Industry Findings

In our experience, we observe the following metrics with Enterprise corporations using 
traditional locators, prior to leveraging Lead Optimization.

1. Leads are entirely ignored on average between 40% of all inquiries. In global

markets the ignored rate can be as high as 65%.

2. Average response time is 12 hours.

3. Average bounce rate is 9%

4. Average inquiries per sender is 1.6, meaning most leads are sent to multiple

dealers

The Opportunity

The problem outlined above clearly illustrates an opportunity to capture more business, 
improve customer satisfaction and create a continuous improvement feedback loop to 
optimize a dealer network.

Dealer networks are consistently leaving business on the table, leads unanswered and 
ƺʍɰɽɁȴǉɨɰ�ʍȶɰƃɽȈɰˎǉǁӗ�Ɂǹɽǉȶ�ƃɽ�ƃ�ȴʍƺȃ�Ǽɨǉƃɽǉɨ�ɨƃɽǉ�ɽȃƃȶ�ɰɽƃȟǉȃɁȢǁǉɨɰ�ɰʍɰɥǉƺɽӝ�ěȃǉ� 
volume of lost business can be staggering once visualized. 

1. Increase the number of qualified leads in your pipeline.

2. Increase revenue by avoiding lost leads

3. Improve customer satisfaction by reducing dealer response time

4. Improving dealer data quality by identifying unresponsive dealers

5. Strengthening dealer relationships by rewarding high performing dealers

How it Works

To solve the problems described above, the following solutions are recommended:

1. Deliver 100%-trackable lead notifications. When a customer makes a business
ȈȶɧʍȈɨʰ�ɽɁ�ƃ�ǁǉƃȢǉɨӗ�ǁǉȢȈʤǉɨ�Ȉɽ�ɁȶȢʰ�ƃɰ�ƃ�ȶɁɽȈˎƺƃɽȈɁȶ�Ɂǹ�ƃ�ȶǉʥ�Ȣǉƃǁ�ɽȃƃɽӗ�ʥȃǉȶ�
ƃƺȟȶɁʥȢǉǁǼǉǁӗ�ɨǉʤǉƃȢɰ�ɽȃǉ�Ȣǉƃǁ�ǁǉɽƃȈȢɰӝ�ÝȶȢʰ�ƃǹɽǉɨ�ɽȃǉ�Ȣǉƃǁ�ȶɁɽȈˎƺƃɽȈɁȶ�Ȉɰ�
acknowledged can the lead be followed-up with. This is far superior to “open rates”
which are unreliable due to privacy tools built into modern email clients.
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2. Receive notification of un-acknowledged leads.��ǹ�ƃ�Ȣǉƃǁ�ȶɁɽȈˎƺƃɽȈɁȶ�ǼɁǉɰ�
ʍȶƃƺȟȶɁʥȢǉǁǼǉǁӗ�ɽȃǉ�ƺȢɁƺȟ�Ȉɰ�ɽȈƺȟȈȶǼ�Ɂȶ�ɰǉɨʤȈƺȈȶǼ�ɽȃƃɽ�ƺʍɰɽɁȴǉɨӝ��ɽ�ɽȃȈɰ�ɥɁȈȶɽӗ�
ǁǉɥǉȶǁȈȶǼ�Ɂȶ�ʰɁʍɨ�ƹʍɰȈȶǉɰɰӗ�ʰɁʍ�ƺƃȶ�ɨǉӸƃɰɰȈǼȶ�ɽȃƃɽ�Ȣǉƃǁ�ɽɁ�ƃȶɁɽȃǉɨ�ǁǉƃȢǉɨ�
ƃʍɽɁȴƃɽȈƺƃȢȢʰӗ�Ɂɨ�ɽɁ�ƃ�Ȣǉƃǁ�ȴƃȶƃǼǉȴǉȶɽ�ƺɁȶɽƃƺɽӝ�ěȃǉ�Ȣǉƃǁ�ȴƃȶƃǼǉɨ�ƺƃȶ�ǹɁȢȢɁʥӸʍɥ�
ʥȈɽȃ�ɽȃǉ�ɁɨȈǼȈȶƃȢ�ǁǉƃȢǉɨ�ƃȶǁ�ʍɰǉ�ɽȃǉ�ɁɥɥɁɨɽʍȶȈɽʰ�ɽɁ�ƺɁɨɨǉƺɽ�ƹƃǁ�ƺɁȶɽƃƺɽ�ȈȶǹɁɨȴƃɽȈɁȶӝ��
�ȢɽǉɨȶƃɽȈʤǉȢʰӗ�ɽȃǉ�Ȣǉƃǁ�ƺƃȶ�ƹǉ�ƃʍɽɁȴƃɽȈƺƃȢȢʰ�ɨǉӸƃɰɰȈǼȶǉǁ�ʍɰȈȶǼ�ƃ�ʤƃɨȈǉɽʰ�Ɂǹ�ɰɽɨƃɽǉǼȈǉɰ�
ɰʍƺȃ�ƃɰ�ɨɁʍȶǁӸɨɁƹȈȶӗ�ƹȢƃɰɽӗ�Ɂɨ�ȢɁƃǁ�ƹƃȢƃȶƺǉǁ�ǁȈɰɽɨȈƹʍɽȈɁȶӝ

3. Follow-up with the lead.�Čǉȶǁ�ƃȶ�ƃʍɽɁȴƃɽǉǁ�ǹɁȢȢɁʥӸʍɥ�ɰʍɨʤǉʰ�ɽɁ�ɽȃǉ�Ȣǉƃǁ�ƃǹɽǉɨ�ƃ�
ƺɁȶˎǼʍɨƃƹȢǉ�ǁǉȢƃʰ�ʥȃȈƺȃ�ȴǉƃɰʍɨǉɰ�ɽȃǉ�ɰƃɽȈɰǹƃƺɽȈɁȶ�Ɂǹ�ɽȃǉ�ƺʍɰɽɁȴǉɨӝ���ɰȈȴɥȢǉ�њӸɰɽƃɨ�
ɨƃɽȈȶǼ�ɧʍǉɰɽȈɁȶӗ�ǁǉȢȈʤǉɨǉǁ�ʤȈƃ�ǉȴƃȈȢ�ƃȢȢɁʥɰ�ɽȃǉ�ʍɰǉɨ�ɽɁ�ɰȈȴɥȢʰ�ƺȢȈƺȟ�ƃ�ɰɽƃɨ�ʥȈɽȃɁʍɽ�
ɨǉɥȢʰȈȶǼ�Ɂɨ�ɁɥǉȶȈȶǼ�ƃȶ�ƃɨǁʍɁʍɰ�ǹɁɨȴӝ��ǹɽǉɨ�ƺȢȈƺȟȈȶǼ�ɽȃǉ�ȈȶӸǉȴƃȈȢ�ɰɽƃɨ�ɨƃɽȈȶǼ�ƺȃɁȈƺǉӗ�
ɥɨɁȴɥɽ�ɽȃǉ�ʍɰǉɨ�ɽɁ�ƺɁȴɥȢǉɽǉ�ƃȶ�ɁɥɽȈɁȶƃȢ�ƺɁȴȴǉȶɽ�ʥȈɽȃ�ɽȃǉȈɨ�ɨǉʤȈǉʥӝ�ěȃȈɰ�ƺƃɥɽʍɨǉɰ�
ɽȃǉ�ɧʍƃȶɽȈɽƃɽȈʤǉ�ǹǉǉǁƹƃƺȟ�Ȉȶ�Ɂȶǉ�ƺȢȈƺȟӗ�ʥȃȈȢǉ�ƃȢȢɁʥȈȶǼ�ȴɁɽȈʤƃɽǉǁ�ƺʍɰɽɁȴǉɨɰ�ɽɁ�ǉƃɰȈȢʰ�
ƃǁǁ�ƺɁȴȴǉȶɽɰӝ

4. Build an internal dealer score.�Śȃƃɽ�ƺƃȶԇɽ�ƹǉ�ȴǉƃɰʍɨǉǁ�ƺƃȶԇɽ�ƹǉ�ȴƃȶƃǼǉǁӝ�
�ȶɽɨɁǁʍƺȈȶǼ�ƃ�ɰȈȴɥȢǉ�ȴǉɽȃɁǁ�Ɂǹ�ȴǉƃɰʍɨǉȴǉȶɽ�Ȉɰ�ƺɨȈɽȈƺƃȢ�ɽɁ�ȈȴɥɨɁʤȈȶǼ�ʰɁʍɨ�ǁǉƃȢǉɨ�
ȶǉɽʥɁɨȟӝ�9ƃɰǉǁ�Ɂȶ�ǹƃƺɽɁɨɰ�ȈȶƺȢʍǁȈȶǼ�ɨǉɰɥɁȶɰǉ�ɽȈȴǉӗ�ƺʍɰɽɁȴǉɨ�ɰƃɽȈɰǹƃƺɽȈɁȶӗ�ɽɁɽƃȢ�Ȣǉƃǁɰӗ�
ƃȶǁ�ȈǼȶɁɨǉǁ�Ȣǉƃǁɰӗ�ƃ�ɰȈȶǼȢǉ�ʥǉȈǼȃɽǉǁ�ɰƺɁɨǉ�ƺƃȶ�ƹǉ�ƺƃȢƺʍȢƃɽǉǁ�ɽɁ�ǉǹǹǉƺɽȈʤǉȢʰ�ɨƃȶȟ�ʰɁʍɨ�
ǁǉƃȢǉɨɰ�ƹʰ�ɥǉɨǹɁɨȴƃȶƺǉӝ�ĩɰǉ�ɽȃȈɰ�ǁƃɽƃ�ȈȶɽǉɨȶƃȢȢʰ�ɽɁ�ɨǉʥƃɨǁ�ʰɁʍɨ�ȃȈǼȃӸɥǉɨǹɁɨȴȈȶǼ�
ǁǉƃȢǉɨɰ�ƃȶǁ�ɽɁ�ƺɁɨɨǉƺɽӗ�ɽɨƃȈȶӗ�Ɂɨ�ƺʍȢȢ�ʰɁʍɨ�ȢɁʥǉɨӸɥǉɨǹɁɨȴȈȶǼ�ǁǉƃȢǉɨɰӝ��ɽ�Ȉɰ�ȶɁɽ�ȈȴɥǉɨƃɽȈʤǉ�
ɽɁ�ɨǉʤǉƃȢ�ɽȃȈɰ�ȶʍȴƹǉɨ�ɽɁ�ɽȃǉ�ǁǉƃȢǉɨɰӗ�ƹʍɽ�Ȉɽ�Ȉɰ�ȈȴɥǉɨƃɽȈʤǉ�ɽɁ�ʍȶǁǉɨɰɽƃȶǁ�ȃɁʥ�ʥǉȢȢ�ɽȃǉʰ�
ɥǉɨǹɁɨȴӝ

5. Build the dealer score into your locator. ěȃǉ�ǁǉƃȢǉɨ�ȢɁƺƃɽɁɨ�ƺƃȶ�ȢǉʤǉɨƃǼǉ�ɽȃȈɰ�ɨƃȶȟȈȶǼ�
ǁƃɽƃ�ɽɁ�ɥɨɁȴɁɽǉ�ȃȈǼȃǉɨӸɥǉɨǹɁɨȴȈȶǼ�ǁǉƃȢǉɨɰӝ�yɁɨ�ǉʯƃȴɥȢǉӗ�Ȉǹ�ɽȃǉ�ʍɰǉɨ�ɰǉƃɨƺȃǉɰ�ǹɁɨ�
ǁǉƃȢǉɨɰ�ʥȈɽȃȈȶ�іѕ�ȴȈȢǉɰ�Ɂǹ�ɽȃǉȈɨ�˃Ȉɥ�ƺɁǁǉӗ�ɽȃǉ�ȢɁƺƃɽɁɨ�ƺƃȶ�ɥʍɰȃ�ɨǉɰʍȢɽɰ�ʥȈɽȃ�ƃ�ȃȈǼȃǉɨ�
ɨƃȶȟ�ȃȈǼȃǉɨ�Ȉȶ�ɽȃǉ�ȢȈɰɽ�ʥȃȈȢǉ�ɰɽȈȢȢ�ɨǉɰɥǉƺɽȈȶǼ�ɽȃǉ�ƺʍɰɽɁȴǉɨӡɰ�ƺȃɁȈƺǉ�Ɂǹ�ǁȈɰɽƃȶƺǉӝ��ɽ�ƺƃȶ�
ƃȢɰɁ�ȃǉȢɥ�ʥȈɽȃ�ɰɁɨɽȈȶǼ�ɽǉɨɨȈɽɁɨʰ�ɁʤǉɨȢƃɥɰӝ��ǹ�ɽʥɁ�ǁǉƃȢǉɨɰ�ɰǉɨʤȈƺǉ�ɽȃǉ�ɰƃȴǉ�ɽǉɨɨȈɽɁɨʰӗ�ɽȃǉ�
ȃȈǼȃǉɨ�ɥǉɨǹɁɨȴȈȶǼ�ǁǉƃȢǉɨ�ƺƃȶ�ƹǉ�ɥɨǉɰǉȶɽǉǁ�ˎɨɰɽӝ

6. Let your dealers know that these factors matter.�Čǉȶǁ�ʰɁʍɨ�ǁǉƃȢǉɨɰ�ƃ�ɧʍƃɨɽǉɨȢʰ�
ɥǉɨǹɁɨȴƃȶƺǉ�ɨǉɥɁɨɽ�ɽȃƃɽ�ǁǉɰƺɨȈƹǉɰ�ɽȃǉ�ʤƃɨȈɁʍɰ�ƹǉȶǉˎɽɰ�Ɂǹ�ƹǉȈȶǼ�Ȉȶ�ʰɁʍɨ�ǁǉƃȢǉɨ�
ȶǉɽʥɁɨȟӝ���ȶƺȢʍǁǉ�ɽȃǉ�ɽɁɽƃȢ�ȶʍȴƹǉɨ�Ɂǹ�ɥȃɁȶǉ�ƺƃȢȢɰӗ�ǉȴƃȈȢɰӗ�ɥɨɁˎȢǉ�ʤȈǉʥɰ�ƃȶǁ�ɰǉƃɨƺȃǉɰӝ�
ěȃȈɰ�ԄǼƃȴȈˎƺƃɽȈɁȶԅ�ʍɰǉɰ�ɥǉɨǹɁɨȴƃȶƺǉ�ǁƃɽƃ�ɽɁ�ǁʰȶƃȴȈƺƃȢȢʰ�ǉȶȃƃȶƺǉ�ƃ�ǁǉƃȢǉɨԇɰ�ɥɨɁˎȢǉӝ��
KȶǼƃǼǉǁ�ǁǉƃȢǉɨɰ�ʥȈȢȢ�ɰǉǉȟ�ɽɁ�ɨǉɰɥɁȶǁ�ǹƃɰɽǉɨӗ�ȟȶɁʥȈȶǼ�ɽȃƃɽ�ɨǉɰɥɁȶɰǉ�ɽȈȴǉ�ǹƃƺɽɁɨɰ�ȈȶɽɁ�
ɽȃǉ�ƃȴɁʍȶɽ�Ɂǹ�ƹʍɰȈȶǉɰɰ�ɽȃǉʰ�ɨǉƺǉȈʤǉӝ

7. Let dealers decide which reviews appear publicly.�Kƃƺȃ�ɨǉʤȈǉʥ�Ȉȶ�Ãǉɽƃ¸ɁƺƃɽɁɨ�Ȉɰӗ�ƹʰ�
ǁǉǹƃʍȢɽӗ�ȶɁɽ�ɰȃɁʥȶ�ɽɁ�ɽȃǉ�ǼǉȶǉɨƃȢ�ɥʍƹȢȈƺӝ��Śȃǉȶ�ɽȃǉ�ɨǉʤȈǉʥ�Ȉɰ�ƺɨǉƃɽǉǁӗ�Ȉɽ�Ǽǉȶǉɨƃɽǉɰ�ƃȶ�
ǉȴƃȈȢ�ȶɁɽȈˎƺƃɽȈɁȶ�ɽɁ�ɽȃǉ�ǁǉƃȢǉɨ�ʥȃȈƺȃ�ȈȶƺȢʍǁǉɰ�ƃȶ�ɁɥɽȈɁȶ�ɽɁ�ɥʍƹȢȈɰȃ�ɽȃǉ�ɨǉʤȈǉʥ�Ɂȶ�
ɽȃǉȈɨ�ȢɁƺƃɽɁɨ�ɥɨɁˎȢǉӝ��ěȃȈɰ�ȴǉɽȃɁǁ�ǼȈʤǉɰ�ɽȃǉ�ǁǉƃȢǉɨ�ƃ�ɰǉȶɰǉ�Ɂǹ�ƺɁȶɽɨɁȢ�Ɂʤǉɨ�ɽȃǉȈɨ�ɥɨɁˎȢǉ�
ƃȶǁ�ɥɨɁʤȈǁǉɰ�ƃȶ�ɁɥɥɁɨɽʍȶȈɽʰ�ɽɁ�ǉȶǼƃǼǉ�ɽȃǉ�ǁǉƃȢǉɨӝ 
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