Internet leads: Many dealers still drop the ball

Survey ranks brands by response
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LO& ANGELES — Internet leads
are crucial o every dealership's
siles success, but o new siedy
shows that most dealerships still
drop the ball when contacted on-
ling by shoppers.

The survey was conducted by
mystery-shopping consuliant Pied
Piper of Monterey, Calif. The con-
sultancy submiied Iniernet in-
guiries 1o 4,331 dealerships nation-
wide representing all major
brands. The lngulres n-
cluded specific guestions
o verlfy whether the an-

SWET wils Trom o person

or an automated re-
spander.
The most commaon

dealership reply — the
response w16 per-
cent of inguiries —
wals 4 simple auio-
mated  response
promising that a
salesperson

would  be  in
touch soan, fol-
lowaed by o per-
sanal e-mail
from a Hlleapp rson

Rt npnﬂ_v ane in four gueries
went unanswersd in the first 24
houwrs, Pied Fiper CEO Fran O'Ha-
gan sald that is lile different (rom
ignoring o custamer who walks in
the front door of a dealership,

“The goal isn't 0 sell @ car gver
the Internet,” he said, “1Cs 10 get the
customer into the dealership, A
dealership hiw o have a process o
handle this. You can't rely on a sin-
gle salesperson o handle [nernet
leads. Too many fill off the table.”

O'Hagan sald the indesry

meeds o lmprove on tine of

response, the percentage
of silespenple who call

bock and simply coming back to the
customer with gy sort of responsa,

In  the consultuncy's 2012
Prospect Satisfaction (ndex, which
ranks the Internet lead effective-
ness of dealerships by brand. the
top three seorers wers Loxus, Tnfini-
ti and Acur,

(Y Hagan said that wos mostly be-
ciuse those three have processes in
plisce to ensure that [Internet leads
are handled praperdy.

The bigeest improvement  over
2011 went o Pord and Lincoln,
largely becouse their dealerships
hawve Installed owo types of auto-re-
sponders that send generic replies o
i CUSIOIES Query,

But koth Ford and Lineoln scored
poarty [ terms of getting a human

being 1o answer a guestion, ('Ha-

gan sald. He called auto-re-
sponders “acruch.”
Chirvsler also [m-
proved by en-
surimg thar i
dealerships
had  some
sort of response
mechanism for cus-
(DIMEr gueries
The Mini brand was most

Ikl to respond in person
There also were danger signs for
some brands,

Fast-growing Hyundai dealerships
finished fourth from the botiom in
the index. For 21 percent af inguines,
Hyundni dealerships provided no re-
sponse, worse than the brand did in
last vear's survey, Hyundal also
recarded fewer phone responses o
online leads this year,

Selon, Tovota's vouth |brand,
fared poorly — second-worst —
with 36 percent of  dealerships
sending no response.

“But when they do bother (o re-
spond  they have lmproved, and
thedr behaviors are pretty pood,”
("Hagan noted,

Auidi, arigther growlng brand, [i-
ished third from the botom, Fifteen
percent of (= dealerships Giled o
respond to anline inguiries, and is
response by phone was half of the
Indusiry average. When Audl deales-
ghips did call, they were well below
average In thedr ability o answer a
simple guestlon about o ear, Pled
Piper asserted,

“Tt's not compllcated. We're not
talking nuanee,” O'Hagan said. "Ifa
dealer responds with an awio-re-
spander, then a personal e-mall,
then a Milow-up call they will out-
perform 75 percent of other dealer-
ships out there. T'm not even talking
abour the gqualiny of the message,
just the blocking and tackling, " B3

Consultancy Pled Piper's latost
Prospact Satisfaction indax
ranks the effectiveness of
dealerships by brand |n
respanding to Intermat leads.
The survey al 4,331 dealerships
biegan in Septembar and was
completed this month.
Dealarships are scored on 3
100-point scale. Here are the
brands wilth the highest and
lowast scores,*

TOP 6 BRANDS

Laxus G2 Lincoln 58
Infimiti 62 Ford 58
Acura 50 Honda 58
Industry average 54
SO0TTOM B BRANDS

EMW 48  Audi az
Mitsubishi 48 Scion 38
Hyundai 44 Suzuki 23

=Ecom canmuldaies 3 mensuemans
tame in respond; fvee of resporse (Enn
respnnidur, peestnnl ceomadl, purdossd phomie
call] ard [hee caalily of infermalios = 5
B




