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The Digital Sales Platform 
(DSP) enables clients to 
complete their purchase 100% 
through an omnichannel (at-
home or in-store) digital 
process.

The DSP platform allows your 
clients to configure the vehicle 
of their dreams and place a 
new Customer Order.
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DSP Customer Order: How it Works5

How Customer Order Works 

Client goes to Acura.com and 
creates their Customer Order 
based on their preferences.

Client reviews vehicle details 
and clicks on the “Get Started” 
button. The client will be asked 

to submit a deposit. This will 
begin the ordering process.

The new Customer Order capability allows for an exact match directly to factory production. The sale 
goes to the dealer selected by the customer. Total efficiency is increased, and our customers get the 
perfect vehicle as quickly as possible. You, the dealer, can get additional sales.

Clients can download Acura 
Enterprise App to track their 

order! You, the dealer, can also 
use the DSP Dealer Portal to 

view Order Status.
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Benefits of the DSP Customer Order6

Customer Order Acura Account Availability

• Clients can place an 
order to be shipped to 
your store.

•Clients create an Acura 
account, enabling them to 
view their orders and track 
delivery status.

•Clients can follow their 
new vehicle through 
production and 
shipping.

With
DSP

New Customer Order 
capability allows an exact 
match directly to factory 
production for 
incremental sales (also 
known as Digital Bucket).

Enables the client to know 
when their customer order 
is going to arrive and plan 
accordingly.  This provides 
transparency and minimizes 
confusion.

Gives you more information 
about your client. For 
example, you can track  
where the client is in the 
process so you can help the 
client finish their purchase.



13Lead Example in VinSolutionsLead Example in eLead

Customer Order Leads will be in your CRM

Once a client logs in to order a vehicle 
through DSP and enters their personal 

details, the lead will be received and 
identifiable in your CRM tool with this 

Lead Source and Sub Source info: 
“Acura ZDX Digital Sales Deals” (for 
2024 ZDX Only) and/or “Digital Sales 

Custom Order” (for other models)
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Production and delivery updates to the client from AHM

Client 
submits 

Customer 
Order

Vehicle 
production 

commences

Customer Order –
Confirmation

Customer Order – En 
Route to Dealer

Vehicle ready 
for delivery

Vehicle Delivery – 
Vehicle at Dealership

Vehicle Delivery – 1 
Week Reminder

Vehicle Delivery – 24 
Hour Reminder

Customer Order – 
Personalized Settings 
Worksheet Reminder 

Customer Order 
Phase

Email 
Communications

Clients who opted into SMS will also receive these updates via SMS.
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How does the Customer Order process work?

Client Order Placed

Unit automatically 
attributed to dealer

Order Sent to 
Factory for 
Production

Production ETA 
updates to client 

and dealer

Vehicle Produced 
and VIN Assigned

VIN shared with 
DSP

Vehicle Staged for 
Shipping

Vehicle Shipped to 
the Dealer

Updates available 
in app/MyG and in 

Freight Verify to 
the dealer

Vehicle arrives at 
Dealership. Dealer 
assigns the stock 

number, if not 
done previously

Email sent to the 
client to begin 

checkout
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• If the client’s ordered MTOC matches an open vehicle in your inventory pipeline, this order will be linked. If there is not a 
match, a vehicle will be incremental to your allocation and assigned for sale to this customer.

• As soon as customer completes order, you will see order assigned to you in the DSP. Customer will see an estimated 
delivery ETA.

• You’ll also see the order on iN, likely the next day. If the reference number starts with “N,” this is an incremental unit for a 
Customer Order. If it starts with “A,” this unit was matched to a vehicle in your allocation. (See next slide)

• Clients can change the configuration and ETA will update. Changes can be made until the VIN is assigned. You can advise 
your client to log into their account and view their orders to change; or you can walk them through this process on the 
iPad in the store.

• VIN is assigned upon production.

• At this point, if the client chooses to cancel or change the order, the client must work through the dealer. After the VIN has 
been assigned, only the dealer can change or cancel the order. You can make cancellations in DSP. If a cancellation occurs 
72 hours before Production, you keep the vehicle.

• Once the vehicle is shipped, the client will see timing updates on the Acura EV app and in My Garage.  You can also see 
delivery estimates in Freight Verify and on the DSP Dealer Portal.
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Reference Number in iN Vehicle Management

• If the reference number starts with “N,” this is an incremental unit 
for a Customer Order. 

• If it starts with “A,” this unit was matched to a vehicle in your 
allocation. 

• This will be visible the next day after the order.
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Client Order Stages in DSP Dealer Portal
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“Order Received” in DSP 

When the client confirms the order from a reservation and the order is sent to the factory for 
production, the reservation status changes to “Client Order Created”. Additionally, the order appears in 
the Client Orders tab with the status “Order Received”
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“Assigned” in DSP

When the VIN is 
assigned, the status 
changes and you 
can see the VIN in 
DSP.
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Other Order Statuses in DSP

Ready to Order

•Draft order 
created when 
client initiates 
journey

Order Received

•When client 
confirms the 
order with 
the deposit

Assigned

•VIN is 
assigned to 
the vehicle

Staged

•Vehicle is 
staged and in 
production

Shipped

•Vehicle has 
left the 
factory and 
on the way to 
the 
Dealership

Dealer 
Received

•The vehicle 
has arrived in 
the 
dealership, 
and clients 
can now 
begin their 
Checkout 
process

Sold

•Vehicle is sold 
to customer



21CUSTOMER ORDER FLOW – CUSTOMER EXPERIENCE
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P R E - R E S E R V E  +  R E S E R V E  S T R A T E G YCustomer Order Flow

Step 1:

Powertrain Selection
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P R E - R E S E R V E  +  R E S E R V E  S T R A T E G YCustomer Order Flow

Step 2:

Package Selection
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P R E - R E S E R V E  +  R E S E R V E  S T R A T E G YCustomer Order Flow

Step 3:

Exterior Color 
Selection
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P R E - R E S E R V E  +  R E S E R V E  S T R A T E G YCustomer Order Flow

Step 4:

Interior Color 
Selection
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P R E - R E S E R V E  +  R E S E R V E  S T R A T E G YCustomer Order Flow

Step 5: 
(Only for EVs)

Select Charging 
Package Page

Clients can select one 
of the charging 
packages, included 
with the price of their 
custom vehicle
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P R E - R E S E R V E  +  R E S E R V E  S T R A T E G YCustomer Order Flow

Step 6: 
Select Accessories

Clients can use the tab 
filters and search 
function to see AHM 
and Dealer options.
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P R E - R E S E R V E  +  R E S E R V E  S T R A T E G YCustomer Order Flow

Step 7: 
Summary and Select 
Dealer

Clients can select from 
a list of dealers near 
their specified zip 
code.
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P R E - R E S E R V E  +  R E S E R V E  S T R A T E G YCustomer Order Flow

Step 8: 
Client sees updated 
Est. Delivery Date and 
Estimated Total Price.

Then click on Place 
Custom Order button.

In the situation where 
the client’s build is not 
available, they will be 
able to  request a 
quote or more 
information from their 
chosen dealership.

Upcoming Enhancement

December 2025 Enhancement
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P R E - R E S E R V E  +  R E S E R V E  S T R A T E G YCustomer Order Flow

Step 9: 
Sign In or “Create Account”

Step 10: 
Register for New Account 
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P R E - R E S E R V E  +  R E S E R V E  S T R A T E G YCustomer Order Flow

Step 11: 
Clients Need to Verify Email

Step 12: 
Verification Code Requirement
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P R E - R E S E R V E  +  R E S E R V E  S T R A T E G YCustomer Order Flow

Step 13: 
Verification SMS 

Step 14: 
Contact Details (this creates a lead)
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P R E - R E S E R V E  +  R E S E R V E  S T R A T E G YCustomer Order Flow

Step 15:  
Deposit Payment Details

$250.00
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P R E - R E S E R V E  +  R E S E R V E  S T R A T E G YCustomer Order Flow

Step 16: 
Confirmation 
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P R E - R E S E R V E  +  R E S E R V E  S T R A T E G YCustomer Order Flow

Step 17: 
Email
Confirmation 

$250



47ADDITIONAL SUPPORT AND FAQs
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Contents

• Getting technical support
• How to issue a refund
• Other FAQs

How to issue a customer refundAdditional Support and FAQs
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Dealers with ongoing DSP Implementation
Reach out to your DSMs or your assigned Tekion BSA

Dealers with complete DSP Implementation
DSP-enabled dealers will be invited to an optional, weekly DSP Dealer Support Webinars.  
Details will be provided via iN.

Phone Support: (833) 247-2240
E-mail Support: dsp@na.honda.com
Chat support is also available via the Get Help icon in the DSP

Braintree questions
E-mail Support: acura@paypal.com
Additional Support: https://developer.paypal.com/braintree/help

For ODSX implementation questions, implementation status and training
Contact your assigned Tekion Business Solutions Analyst

For general ODSX questions
Go to Interactive Network (iN) → Sales → Digital Sales Platform (DSP) → Program Resources

How to issue a customer refundGetting Support

For additional support, you can use the following resources

mailto:dsp@na.honda.com
mailto:acura@paypal.com
https://developer.paypal.com/braintree/help
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How to issue a customer refundHow To Issue a Customer Order Refund

Some clients may decide to cancel their order, follow these steps to easily refund their deposit.

1

5

Login to your 
Braintree account

Run a transactions report to view the 
latest client payments received

Click the refund button and 
enter the refund amount

Send Confirmation email to user 
of the refund processed

Select the client transaction you want to 
refund

3 42

Braintree questions
E-mail Support: acura@paypal.com
Additional Support: https://developer.paypal.com/braintree/help

Important Notes:

• Check for client name, amount, and “settled” – you 
can only refund transactions if “settled.” 

• If the client had to “re-settle” their deposit on Feb 8, 
there will be multiple transaction IDs. DSP & HELMS 
have the original one, not the new one with the new 
settlement.

mailto:acura@paypal.com
https://developer.paypal.com/braintree/help
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For new custom orders, the refund is automated. However, for custom orders resulting from reservations, the dealers must go to BT. We show a message to the dealer in that case. See below.
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Frequently Asked Questions

What if they don’t want the vehicle after it arrives? Would Acura help with a turn-down or dealer trade?
This can be reviewed on a case-by-case basis.

During the customer order, when does the lead get created?
The Customer Order Lead happens when the client submits their personal details/contact information, not 
after payment submission. This means that dealers can see who was thinking about an order but didn’t put 
money down and connect with them; check DSP to see if they placed an order

I have a Trim and Color on-hand that matches a customer order, before their assigned vehicle arrived. 
Or, I have a unit on-hand that the client wants instead of waiting for their order. What do I do?
Customer orders that match an MTOC on-hand will automatically be linked to that vehicle.

How do we manage competition between in-store and in-person clients looking at similar vehicles?
We are supporting efficient selling with vehicles that are on the ground. 
Once a client is looking at a vehicle online, it will be held for them for 30-60 minutes, until they submit their 
credit application, in which case there isn’t a time limit.

For clients in person, we encourage dealers to check the DSP Dealer Portal to see if it is currently held for 
another client. If it’s available, they should start a deal for a client who is very interested in a particular VIN. 
This will also hold that VIN for the client so it’s not visible to others, again for 30-60 minutes up until they 
submit their credit application, in which case there isn’t a time limit.

We will continue to monitor to understand what the right time periods are.
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Frequently Asked Questions

How does the dealer handle a change after VIN assigned?
Dealer cancels original order and creates a new one. The dealer should check existing inventory to see if the 
newly desired MTOC is available. 
If a new customer order is needed, the dealer will need to get a new deposit. 

Why can’t a client cancel an order if they can modify?
We want the dealer to be able to help the client in this process. The dealer will need to refund the deposit.

Is a deposit no longer refundable at any point?
This is a dealer decision.

What if the client cancels a client order when the vehicle is almost here, do I keep it?
If the client cancels before the VIN has been assigned, the dealer does not receive the vehicle.
If the client cancels after the VIN has been assigned, the dealer will keep the vehicle. When a custom order is 
cancelled after the deal is booked, the system will automatically unbook the deal and release the VIN back to 
inventory (Stocked In/Available).

Does cancelling the order automatically refund the deposit?
Yes. You can do this via the is DSP Dealer Portal.
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