WHEN SALES DROPS THE BALL

Dealer personnel ask for the sale less than half the time, say
secret shoppers dispatched by research firm

Motoreycle dealer salespeople ask for the
sale only 45 percent of the time. What's
aven worse is that they ask for a customer’s
contact information only 38 percent of the
time and encourage shoppers to return only
44 percent of the time. And salespeople
pravide a compelling reason for custom-

ars to buy from their dealership in only 34
percent of cases.

So say the results of a second annual study
by Pied Piper Management Company, a
California-based sales and marketing firm
Researchers between July 2007 and March
2008 hired people to "secret shop” at 830
dealerships {all major brands) around the
country. The secret shoppers answered
more than 50 guestions and contributed
comments, Results from this survey were
compared with the previous year's data
(sere chart).

Secret shoppers also contacted dealerships
by telephone and via the Internet or e-mail,

but a staggering 70 percent of dealers

did not respond to the shoppers’ requests
within 24 hours, OF the dealers who man-

roent

aged to respond by e-mail, only 32 pe

of tham offered reasons to buy from their
store, and encouraged tha customer 1o visit

the dealership only 58 percent of the time.

Pied Piper Managemant then comoined

all results, calculated an industry average,
set it to 100 and then ranked all brands

in relation to the average. Harley-Davidson
dealers led other dealerships wnen it

came to asking for contact infarmation,
mentioning the availability of financing,
asking for the sale and giving compel-

ling reasons to buy immediately. Victory
Motorcycles dealers were tops for mention-
ing features unigue from the competition
and for focusing the customers attention
on memaorable product features. Ducati
dealers reigned for addressing features and
benefits ralevant to the customer and for
offering test rides

2008 Pied Piper Prospect Satisfaction Index

Harley-Davidson (-1)
Victory (+1)
Ducati +3)
Buell (-4)

BMW (+1)
Industry (+0)
Suzuki (-4)

MV Agusta (+2) |
Yamaha (+3)
Triumph (-5)
Kawasaki (-4)
Heonda (+3)
Aprilia (-4)
Moto Guzzi (+2)
KTM (-4)
Husqvarna [-2)
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