Focus on

FIAT DUCATO
In this photo, Roberto
Fumarola, head of the FCA
EMEA Recreational Vehicles
department, at the FCA
stand at CMT 2018.

Born to be motorhome
taking care of its users
Tough, and with a great history behind it, the Fiat Ducato was born to be a motorhome
and also owes its success to communication and customer care activity focused on the
motorhome sector. A case that’s one of a kind, a service through which Fiat Professional
enters a partnership with manufacturers to focus on the end customer.
Words Giorgio Carpi

T

he figures are clear: in Europe, three
out of four motorhomes have a
Ducato base. The credit unquestionably goes to Fiat Professional’s technological
innovation and closeness to manufacturers,
but… there’s more. You can’t assess the
success of Fiat Ducato in the motorhome
sector without taking assistance service into

Readers of the German
magazine Promobil chose
Fiat Ducato as “Best mechanical motorhome base
for 2018”, for the eleventh
time running.
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account. And we’re not just talking about
workshop repair operations, but of a philosophy of being close to the customer that
goes well beyond. The complete service
offering dedicated to Ducato-based motorhome customers is something unique to
the market. Moreover, experience counts,
and Fiat has decades of experience in the

motorhome sector. You might say that Fiat
has been working out in the world of motorhomes, to which it has dedicated a great
deal of energy, and of the 3 million Ducatos
produced to date, a good number has gone
to the motorhome sector.
It all began in 2003, when Fiat decided to
create a team dedicated specifically to customer care in the motorhome sector. Over
time, the team has been expanded, as have
the competences of its staff, and new services have been added constantly. There’s
a freephone number dedicated to motorhome owners travelling on a Ducato, a
direct line for 44 European countries, with
operators answering 24/7. This important
service is performed by twenty “Brand Ambassadors”, who successfully dialogue in
many languages and have specific training
for motorhomes with Ducato mechanics.
The task of the service team is to act as a
bridge between the customer and the service centres, working on two levels: on one
hand, it contacts the service centres in the
area where the motorhome is, to identify
the problem and speed up any delivery of
spare parts; on the other, it keeps in contact
with the customer to update them on the
nature of the problem and the methods and
time frame for repairing it. More than 90%
of customers obtain servicing within 60
minutes of calling the freephone number, a

figure that has increased by 10% in the last
three years. In 2017, 60% of customers had
their motorhome repaired in such a short
space of time that they could set off in less
than an hour, and in this case too there’s
been an improvement (of 14%) in the last
three years. It emerges clearly that in the
Ducato’s 35-year history there’s been a shift
in the focus of assistance service, which is
no longer directed solely to the vehicle, to
the mechanical object to be repaired, but
has turned its attention primarily to the customer, not with reference to sheer mobility,
but also incorporating the concept of holiday. Fiat Professional’s philosophy today is
clear, but also innovative: a customer with
a motorhome on Ducato base mustn’t think
about anything except their holiday and
customer service must set about providing
the utmost satisfaction with respect to the
smallest of problems. Those who drive a
Ducato motorhome today enjoy the confidence of having more than 6,500 Fiat Professional service centres available to them,
equipped for the maintenance and repair
of the Ducato base, of which more than
1,800 are dedicated Fiat Camper Assistance
centres. Basically, a customer with a motorhome on a Ducato base is never alone. They
have a “guardian angel” with them, helping
them in difficult situations.
Communication and marketing as factors in success
Without doubt, there was powerful,
well-conceived communications activity
alongside these ambitious projects, to get
across the value of the Ducato product
and of the services connected with it. The
“Leader in Freedom” motto is perfect and
extends its meaning also to the concept of
“freedom from worries”. But communication actually goes in many directions, B2B
and towards the motorhome end customers, and is conveyed through a wide range
of media, including social media.
“We’ve always believed it’s important to
reach motorhome owners with our communication,” says Barbara Galvan, Communication Manager of the FCA EMEA Recreational
Vehicles department. “The mechanics are a
decisive factor in choosing a motorhome,
together with the brand and interior layout.
At a communications level too, Fiat works
as a partner of its customers, the motorhome manufacturers, to convey to the end
customers, those who buy the motorhomes,
that the Ducato is the best possible choice
among motorhome bases, not only because
its specifically designed to become a motorhome, but also because it offers a unique
range of services connected to assistance.
Making the end customer aware of the solidity of the Fiat Ducato motorhome base,
of its distinctive values, but also and above
all of the extensive and efficient dedicated
assistance service, is a key factor in our success. For this reason, we’ve been attending

In this photo, Barbara Galvan,
Communication Manager of the
FCA EMEA Recreational Vehicles
department taken at the FCA
stand at the Caravan, Camping
and Motorhome Show 2018 in
Birmingham

nearly all the European shows in the sector
for years, we dedicate great attention to
our www.fiatcamper.com site, which has
reached more than 70,000 monthly visits on
average, we send a monthly newsletter to
all customers interested, we publish adverts
in sector magazines in 10 European markets
and we prepare detailed Product Guides to
assist Dealers of Motorhome producers in
terms of information. There is of course
also constant activity on social media,
where the “Fiat Ducato Camper” Facebook page now has more than 56,000
fans.” The appreciation of the public
is clear, not only because Fiat Ducato
maintains its position as absolute leader among mechanical motorhome bases, but also because it heads up the
preferences of motorhome owners in
every survey. The latest is that of the
prestigious German monthly Promobil, in which more than 15,000 readers chose, for the eleventh time running, Fiat Ducato as best mechanical
motorhome base for 2018.

There are more than 6,500 Fiat Professional
service centres, of which more than 1,800
dedicated Fiat Camper Assistance centres.
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