Survey: Dealers botch many Web leads
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LOS ANGELES — Sales leads gon-
crated by eemail or Web sites
should penerate promising shaw-
rosn traffic. But many dealerships
fnil to respond properly to queries
within 24 hours — if they respond
atall, a consultant says.

Minety percent of [niemet o
tomers received same sort of re-
spanse, but usually (s the e-mall
eguilvalent of a form letier, accord-
ing 1o a survey by Pied Plper Mian-
agemment Co. of Monterey, Calif.

Thirty-six percent of specific
guestions from custiomers went
unanswered within 24 hours, says
Pied Piper, which audits various
business functions for dealer-
ships.

Pied Piper submitted Tnternet in-
quiries o 2816 dealerships {rom
Septembier 2000 to March 2001,

“The most successful brands and
dealers have discoversed the Internet
Is no longer incremental business —
it's the business,” says Fran O'Ha-
gan, CEO of Pled Piper. “Tf salespeo-
ple on the floor ignored four out of
I customers walking thiough the

Jack Hollis:
“E-leads are

& priority for
Scion, becauss
our customeors
are more
connected.”

doar, there would be hell 1o pay.”

As expected from brands that fo-
Cus On custamer service, luxury
birands fared best when respondlng
1o Internet leads. Regarding the top
finlsher, O'Hagan notes: “Lexus
doesn'twake up hungrler. They just
have a berer system in place.”

Eighty percent of car buvers do
anling research before visiting a
dealership. But salespeople often
fall o follow up thelr dealership’s
Autn-response or ¢-mall form lemer
promply with a personal e-mall or
phong communication. O'Tlagan
SAYS

And dealerships' auto-response
templates often are set up incor-
rectly, The return e-mail  says,
“Dear Tnsert Name Here,” instead
of placing the customer's nome in
the returning message,

A few brand-related highlights of
the survey:

B Minl slagees Wwere warst al re-
spomding  to specific  guestiong
within 30 minutes but the best at
respanding within 24 hours,

B Honda dealers were tops ar pro-
viding specific price guotes, setting
up deplershlp appointments and
providing compelling reasons (o
vlsit u specific store.

| All four Chrysler LLEC brands fin-
Ished near the botom of the brand
rankings.

B While Tovota and Lexus fared
well in responding 1w consurmers
queries, the supposedly Internet-
savyy Sclon vouth brand did poordy.

Scion General Manager [ack 1al-
lis expressed concern over the Pied
Plper results, e said Tovota's in-
termal surveys show Scion responds
faster and more comprehensively
than Toyota or Lexus,

“E-leads are o priority for Scion,
because our customers are more
conmected,” Hollis said. e noted
that Toyom dealerships usualty
have the same Intemet salesperson
respanding to Toyom and Scion Tn-
termet leads. B




