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Post-Read Notes: T&T Motors

Luxury is not sold on the showroom floor; it is engineered long before the customer ever walks in.

This immersion took us behind the two faces of a luxury dealership: the showroom, where the story is
told, and the workshop, where the promise is actually kept. We also sat down with Panchajanya
Chakrabarty, Group Head of Marketing at Mercedes-Benz T&T Motors, to hear how a brand this
considered actually builds and protects its story. This is a recap of both halves of that day.

The scale behind a single showroom visit

o Mercedes-Benz India runs a fixed, no-discount billing model, so the price a customer sees is the price
they pay, with the margin conversation kept well away from the sales floor.

e India's luxury car market keeps expanding on the back of a growing high net worth population and a
wave of first-generation wealth, meaning many buyers walking in have never owned a luxury car
before.

e T&T Motors runs multiple showrooms and service centres across the region, which means the
post-purchase experience matters just as much as the sale itself.

e Afast, predictable service turnaround is treated as a hard operational standard, in a category where
acustomer's time is itself part of the luxury.
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1. What We Saw: The Showroom and the Workshop

The showroom: a stage, not a store

Walking onto the showroom floor, the first thing that stands out is how little it resembles a typical car
dealership. The lighting, the spacing between cars, the absence of price tags and haggling, all of it is
designed to slow a customer down rather than speed them up. Nobody is trying to close a deal in the first
five minutes. The showroom is built to let the product speak, and to let the salesperson act more like an
advisor than someone chasing a target.

Behind the showroom: the workshop most customers never see

The more revealing part of the visit was the service and repair area, the part of the business that almost
no customer thinks about when they imagine a luxury brand. Rows of service bays, each car up on a lift,
technicians working with the same precision you would expect from the sales floor. Diagnostic
equipment plugged into each vehicle, parts tracked and staged before the car even arrives, and a visible
emphasis on turnaround time without ever looking rushed.

What stood out was how deliberately unglamorous this space is allowed to be, and how that is precisely
the point. The showroom sells the fantasy. The workshop is where the brand either earns or loses the
trust that keeps a customer coming back for the next ten years. A five crore car with a two week repair
delay does more damage to the brand than a mediocre showroom visit ever could.

Inside the bays: what precision actually looks like

Walking down the length of the workshop floor, what is striking is the choreography of it. Every bay is
labelled, every tool has a marked place, and every car has a job card that follows it from the moment it
rolls in to the moment it rolls out. Technicians are not troubleshooting from memory, they are working
off documented procedures for that specific model, checked and signed off at each stage. Nothing about
it looks improvised, and that is deliberate. At this scale, consistency has to be designed into the process,
because it cannot be left to how good any one technician's day happens to be.

Two departments, one promise

Seeing both spaces back to back made the connection between them obvious. The showroom promises
an experience. The workshop is what actually proves that promise was true. Every polished handover in
the showroom is backed by an unglamorous, highly disciplined operation happening a few hundred
metres away, one that most customers will only ever experience, never see.

A single scratched bumper fixed a day late does more damage to a luxury brand than a below-average
showroom greeting ever could. The workshop carries a disproportionate share of the brand's
reputation, quietly, without ever being part of the marketing story.

I In luxury retail, marketing earns the first visit. Operations earn every visit after that.

2. What We Heard: A Conversation on Marketing

Speaker: Panchajanya Chakrabarty, Group Head, Marketing, Mercedes-Benz T&T Motors
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Marketing a car nobody needs to be convinced to want

A recurring theme in the session was that luxury marketing is not really about generating desire. Most
people who walk into a Mercedes-Benz showroom already want the car. The actual marketing challenge
is different: building enough trust, familiarity and emotional pull that when someone is finally ready to
buy, T&T Motors is the obvious and only place to do it.

Events as marketing, not marketing as events

A large part of the marketing calendar is built around experiences rather than advertisements: customer
drive days, owner community events, and moments designed to be lived rather than watched. These are

not treated as one-off brand activations. They are treated as the core of the marketing strategy, because
in a high trust category, a shared experience does more to build loyalty than any campaign ever could.

CRM as the quiet engine behind all of it

None of this works without a serious data and CRM backbone. Every touchpoint, a showroom visit, a
service appointment, and an event RSVP feeds into a single view of the customer. The session made clear
that the creative and emotional side of luxury marketing only works because there is a disciplined,
unglamorous system underneath it tracking who to follow up with, when, and why.

Protecting the brand is also a marketing job.

One of the more memorable points was that marketing at this level spends as much energy protecting
the brand as it does promoting it. Every event, every piece of communication, every customer
interaction is filtered through one question: does this feel consistent with what a Mercedes-Benz owner
should experience? Consistency, more than creativity, is what the role is actually measured on.

The marketer as a translator between two worlds

Listening to the session, it became clear that a role like this sits at the intersection of two very different
worlds, the emotional world of the brand and the operational world of the dealership. Part of the job is
translating what happens in the workshop into a story the showroom can tell, and translating what the
showroom promises into standards the workshop has to hold. Very little of that translation work is
visible from outside, which is exactly why it matters.

3. Most Valuable Insights

A few ideas from the day are worth carrying well beyond luxury automotive marketing.

e Fixed, no-discount pricing is a positioning choice, not just a commercial one. It changes the entire
conversation from negotiating a price to evaluating a fit.

e The workshop is a brand asset, not a cost centre. Service quality is what converts a one-time buyer
into a repeat customer and a referral source.

o Experience-led marketing outperforms campaign-led marketing in categories built on trust. A
shared event creates more loyalty than an advertisement ever will.

e CRMiistheinvisible infrastructure behind every luxury brand story. Without it, even the best
campaign or event produces goodwill that nobody follows up on.
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e Consistency is the real marketing metric at this level. Every touchpoint is judged on whether it feels
like the same brand, not on how creative it is.

Theme What it means in practice

Positionin Fixed pricing is not a margin tactic; it decides what kind of conversation the brand is
g willing to have with a customer.
CRM and data are what turn a good campaign or event into an actual, trackable

Trust infrastructure . .
relationship.

Test drives, events and the showroom itself matter more than any advertisement in

Zpalisugsn 2 a high-trust category.

The workshop protects the brand as much as any campaign, often more, and almost

Operational precision always invisibly.

4. Practical Applications

Here is where the day turns into something usable, whatever industry you end up in.

e Treat operations as part of the brand story. Whatever your product, the unglamorous back end is
usually what determines whether customers come back.

e Investin the moments that create trust, not just the moments that create awareness. Figure out
what the equivalent of a test drive is in your business.

e Build the tracking and follow-up systems before you need them, not after a campaign has already
gone quiet.

e Protect positioning deliberately. Every discount, shortcut or inconsistency chips away at what a
premium brand is actually selling.

e Design at least one experience, not an advertisement, that a customer would genuinely want to
attend even if they were not buying that day.

e Measure marketing on consistency as much as on creativity. Ask whether every touchpoint still feels
like the same brand telling the same story.

Beyond luxury retail

None of this is unique to cars. Any business selling something considered - a home, an education, a piece
of jewellery, a holiday - runs on the same two halves: a story that earns attention and a delivery that
earns trust.

Closing Thought

T&T Motors made one thing clear: in a category built on trust, marketing and operations are not two
different departments; they are two halves of the same promise. The showroom earns attention, the
workshop earns loyalty, and the quiet, disciplined system connecting the two is what makes a luxury
brand feel luxurious, long after the sale is done.
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