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are recovering after GM and Chrvsler reduced the number of dealerships.

Moreover, dealers may have to work harder to sell cars doring the second half of the year,
as many potential car buyers may still be holding off on vehicle purchases.

Pied Piper's study zeros in on tangible things a dealership can do to influence a sale.

The firm deployed 3,658 secret shoppers, ages 21 to 65, to dealerships between July 20049
and June 2010 to collect more than 50 observations, such as whether a salesperson:

- Asked how the shopper would use a new vehicle and who would be driving.

« Offered a test drive.

- Was knowledgeable about the product.

Using that data, Pied Piper gave each brand a score and arank.

Lincoln's score jumped 4%, more than any other brand, compared with its rank in 2004g.
Lincoln's salespeople were more likely to talk about a vehicle's features and ask why the

shopper considered the brand.

OHagan said salespeople need to do more to inveolve shoppers, such as finding out more
about a customer's needs and walking a shopper around a car, pointing out important

features.

Salespeople need to, O0Hagan said, "engage the shopper in some way thatisn't just me

lecturing them.”
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