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Determine the Case Type The OPENLANE Customer Service Portal is a unique feature that allows dealers to

Case Description Page create cases, track status of cases, and share documentation online with
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use, and efficient.

e Log and track the status of an inquiry online

e Submit photos and shop reports online

e View and add comments anytime

e Receive comments from OPENLANE employees
e Submit your feedback and ideas to OPENLANE
e Review key OPENLANE documents

Create a New Idea
Quick Links
Contact Us

Getting Started

Go to www.openlane.com then log in with your user name and password. The
Customer Service Portal is also available on OPENLANE.ca,
bmwfspurchasedirect.com, setfdealerdirect.com, and porschedrive.com.

All currently registered dealers can access the Customer Service Portal anytime.
A newly registered dealer will gain access to the Customer Service Portal on the
next business day.

A valid email address is required in order to use the Customer Portal. Please call
OPENLANE at 866-966-5263 or go to My Account once you’re logged in to add
your email address.

OPENLANE and the OPENLANE logo are trademarks or registered trademarks of OPENLANE, Inc. in the United States and other countries, and may not be reproduced or used without written permission. The names of other
companies, products and services may be the property of their respective owners. Last updated 03/19/2010.



OPENLANE
Customer Service Access the Customer Service Portal
Portal Guide There are two ways to access the Customer Service Portal:
1. Click on My Transactions
2. Click on Check status of open cases in the Customer Service box to access all
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Create a new Case m
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Determine the Case Type

Case Description Page

Review Key OPENLANE SEARCH INVENTORY: PROMOTIONS Using iDEAL Is Fast And Easy!
Documents Wakelodel Y + Buyyour first 3iDEAL units and geta $250 gift card .
s + Buyand transport a rental vehicles and get a $500 gift card List your aged and trade-in units on iDEAL
[ iered 2 + Viewall Simply enter theVIN here,
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Quick Links Mileage > « Find vehicles fastwith the Dealer Buy List Program Hanage by Listings
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YOUR FEATURED VEHICLES
Acura D Vehicle transport
4L)
i a4 - i Moreo has never been so easy!
fudio7 32,985 mlles 50,774 mil mlles 43,289 miles} —_——
BMW 3-series 513600 $22,200 ‘ $21,200 « Track your vehicles online
View all (11) . * View real-time shipping estimates
2007 Audi A 2007 Audi Ad 2007 Audi Ad S eveat pickun i dalivary Rt caicns
San Jose, CA San Jose, CA SANTAANA, CA ; x
ORDER Full damage claim handling
Pre-Order In-Service Vehicles 26,168 mlles 31,551 miles] [23,912 miles] e e
using the Order in Fleet tool. $22,100 ‘ ‘ $30,700 ? = ‘ 325 20 A —————————
e Click here to purchase transport now!
Choose from thousands of in-service vehicles 2007 Audi Ad 2007 Audi 07 2007 Audl A4

CLICK HERETO BEGIN

using the Order in Fleet tool. Purchases are SANTA ANA, CA SAN RAFAEL, CA RENO, NV
completed within 5 - 7 business days. CUSTOMER SERVICE
Check Status of Open Cases 2

Create a New Case

There are three ways to create a new case:

To create a general case that is not related to a VIN:
1. Click on Open a Case

To create a case that is related to a VIN:
2. Enter the VIN
3. Create a Purchase Report

By choosing the vehicle first, you get the benefit of carrying the VIN information
into the Portal so it doesn’t have to be entered manually.

Once you have found the vehicle, click on Search.

| wome | sy | s | vtoois | myTRansactions | mvaccount | [
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Determine the Case Type

The next step to creating a case is to determine the case type by choosing a Case

Type from the drop down menu. Click Continue.

Case types include:

e Arbitration

e Title Inquiry (USA)

e Ownership Inquiry (Canada)

e Payment Inquiry

e Transportation Inquiry

e Customer Service Inquiry

e iDEAL (USA) or DealerSelect (Canada) Seller Inquiry.

If you are not sure which case type to choose, you can select Customer Service

Inquiry.

|  HomeE | cases |

[omrcn 1l 12

DOCUMENTS |  IDEAS |

SELECT A CASE TYPE

WELCOME TO THE OPENLANE
CUSTOMER SERVICE PORTAL

Create New... X

RECENT ITEMS
No records ta display

You can log the following types of cases:

* Title or Ownership Inquiries

* Arbitration Inquiries

+ Payment Inquiries

+ Transportation Inquiries

+ Customer Service Inquiries

+ iDEAL or DealerSelect Seller Inquiries

|- Please choose a Case Type -
_ Please choose a Case Type -
Arbitration Inquiry

Title Inquiry (USA)

Ownership Inquiry (Canada)

_

Ifye

321 in the USA or 1-868-966-5263 in Canada.
Payment Inquiry

Transg Inquiry

Customer Service Inquiry
IDEAL or DealerSelect Seller Inquiry
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Customer Service Case Description Page
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The Case Description page allows you to quickly view all or edit some of the in-

Getting Started formation related to the case including:
Access the Customer Service 1. Case Deta”s:
Portal

a. Case Information: general information about the case including case
number, date and time the case was opened and closed, case owner (who
the case is currently assigned to), case type, and case status

Create a new Case
Determine the Case Type

Case Description Page

Review Key OPENLANE b. Contact Information: listing of the contact info of the person who initiated
Doz the case and the alternative contact, if any

Create a New Idea c. Description Information: includes VIN, delivery date, case reason and

Quick Links

description for Arbitration cases
2. Case comments: view comments from OPENLANE staff and add your own
comments
3. Attachments: view and attach files such as photos, transport invoice,
transport bill of lading, and other applicable documents
4. Case history: view the progress and changes made to the case

Contact Us

OPENLANE
| HOME | DOCUMENTS DEAS

CASES

Contact Hame  Erenda Mord Altematre Conlact Hame  Judy Smim
Contact Phond Alternatie Contact Phond  (£80) &

Contact Email Alternasive Contact Email  |smiN@30c com

Viehich kentification Number
YMMS 300
Case Reascn W

Description have been wailng on my ¥ for 4 days. Could you please provide an update? Thanks!

Comment

Cranted By: Brenda Moya [3HR2010 3:02 P
Excellert. Thank you for e quick response

Created By: Bronda Moya (3182010
T racaived yestanday from Saller Malled 10 you teday L1610 sor anval 200

File Name Size Last Modified Created By
tegipl pat 1168 8010 210 PU Brenda Moya
Cane Histary
Date Usor Action
12 Drenda Moya Changed Alternasive Contact Name 1o Judy Smith
1712 Bronda laya i Case (hamer from Brenda Moy 1o USA Dealer Senaces.

Alveirys show me ¥ more reconds per nefatod list
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Review Key OPENLANE Documents

The Documents tab contains key OPENLANE documents related to processes and
guidelines such as OPENLANE Terms of Use and Purchase Dispute Guideline. Click
the Go button to view the list of all available documents.

HOME CASES | DOCUMENTS | IDEAS

Documents
Processes and Guidelines

Frintsble View
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Advanced Search..

Action Name ~ Description file Size LastModiied Type Author
View Customer Service Portal User Guide as of April 5.pdf 243MB  4/5/2009 pdf  ladmi
View Open Lane Pre Sales Tips.pdf 429KB 4/29/2009 pdf  wiann
openlane View openlane Post Sales Tips.pdf Post Sales Tips for Ideal 368KB 412912009 pdf  wiann
Post Sales Tips...
Openlane alele|o|e|F|e|H|1]d|k|L|m|N|o|r|le|r|s|T|u|v|w|x]|Y|zZ]|ote E

Pre Sales Tips.pdf

Create a New Idea

Submit feedback and ideas by clicking on Idea in the Create New box. Complete
the title, description and categories then click Post.

You can also vote on ldeas entered by other dealers and get feedback from
OPENLANE employees on your ideas.

|  HOME | CASES | DOCUMENTS |  IDEAS

Idea
Post Idea

DESCRIBE YOUR IDEA
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Post Sales Tips.

OpenLane
Pre Sales Tips pdf

Available [ Selected
USA I
Canada 0

o

 Post | cancel |
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The side bar has quick links for:

Sty it e Search case tool (by case number)
Access the Customer Service ° Create a new case or idea
Portal

L4 List of recent cases
Create a new Case

Determine the Case Type

L. | HomME | cAses |  DOCUMENTS IDEAS
Case Description Page

Review Key OPENLANE Document=
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Contact Us
Action  Name ~ Description File Size LastModifisd Type Author
View Custormer Senvice Portal User Guide as of April 5 pdf 243MB  4/5/2009 pdf  ladmi
View Open Lane Pre Sales Tips.pdf 429KB 4i28/2009 pdf  wtann
openlane View openlane Post Sales Tips.pdf Post Sales Tips for Ideal 368KB 4i29/2009 pdf  wiann
Post Sales Tips
Open Lane
Pre Sales Tips.pdf alele|o|e|Fle|nli]d|le|Lim|u]le|rla|r|s|T|u|v|w|x]|y]|z| ot N

Contact Us

Please contact your OPENLANE Dealer Services representative if you have any
qguestions.

Phone: 866-966-5263 | Fax: 416-646-3016 | Email: dealerservicescanada@openlane.com

Monday — Friday: 8:30 AM — 5:00 PM EST
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