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INDIAN DEALERS
RANKED HIGHEST IN
WEBSITE RESPONSE

Powersports Industry Has
Improved, But There Is A
Growing Gap

Fied Pipar P5| Intarnet Laad Effectivaness{ILE} Motorcyche’

UTV Industry Study. Designed te measure responslveness
to Internet leads coming through dealership websites, Pled
Fipar has conducted these studies since 2011, Following
Indiam were Harla widson, Polaris RZR dealars, BRP's
Can-Am daalers, Kewasaki and Yamaha

| redian Motarcycle dealerships ranked highast in the 2023

“Powearsports dealers were quicker to respond to thelr
¥ ite customers this year than ever before,” said Fran
agan, CEQ of Fiad Piper. “On the other hand, thare
has become a large difference in how dealers far the tap-
ranked brands treat their websie customers compared
to dealers for brands ranked at the bottom,” Overall the
powersports industry has substantially improved dealer
traatment of website customers. Az an example, five years
ago a powersports website customers inguiny would be
answerad only 31% of the time on average, compared o
E2% of the time in 2023

Pled Piper submitted cus er inquiries through the
individual websites of 6247 dealerships. Each inquiny
asked a spedific question sbout & wehicle in inventory,
and provided a customer name, email address and local
telephone number. Fied Fiper then evaluated how the
dealerships responded by email. telephone and test
meszage over the next 24 hours.
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Brands with the grestest improvement since last years
study were Kubota, Arctlc Cat, Kawasakl and Yamaha. In
fact, only four brands failed o improve fram 2022 w 2023:
BRI, Harley-Davidson, Triumph and Moto Guzzi, Industry
awerage ILE parformance increased five points to a score
of 48, an all-time high during the eight years Pled Piper
haz meazured and reported industry dealer web-response
performance. 4s an example of the improved performance,
17 of the 25 brands measured achieved ILE scores over 40
this year, compared to as recantly as 2019, whan only 3
brands scored over 40.

METHODOLOGY

Twenty different measurements generate  dealership
ILE scoses, on a scale of 100. In a raditional bell curve of
performance, 27% of all dealerships nationwide scored
abowe 70 (providing a quick and thorough  personal
response), while 358 of dealerships scored below 20
{failing to personally respond to thair website customars),
By comparison, for the tap scoring Indian Motoroycle
brand, 46% of thelr dealers scored abowe 70, while only
18% scorad below 20

On average industry wide, dealerships thes year were more
likely ro schedule an appointment, more likely to send a text
message, more likely to phone quickly and more likely oo
provide compelling reasons for the customer te buy from
this specific dealership. Daespite the substantial increase in
the use of texting. from 37% of the tdme last year to 37% of
the time this year, customers were still likely to receive an
answar to their quastion by email (41% of the time). or to
receive a phone call (48% of the time.)

“The top performing dealerships reach out to @ customer
using multiple paths, then when the customer responds,
they follow-up using the same path used by the customer,”
O'Hagan said

Response to customer web inguiries varied by brand
and dealarship:

How often did the brand's dealerships email or text an
answer o a website custonyer’s question within 30 minutes?
[

* More than 35% of the time on avarage: Harley-Davidson

» Less than 15% of the time on awerage: Tracker, Kymoo,
Moto Guzzi

How often did the brand's dealerships use a text massage
to answer a website customer's ingquiry?

« Mare than 35% of the time on average: Harley-
Davidson, Indizn

= Less than 5% of the time an average: Tracker, Cub
Cadet, [ohn Deere, Kubota

How often did the brand's dealerships respond by phone to
a3 wahsite customer's inguiny?

= More than 45% of the time on average: Harley-
Davidsan, Indizn, Polaris, Kawasaki, Yamaha

Pied Piper Prospect Satisfaction Index® (PSI®)
Motoreycle & UTV Brands
Internet Lead Effectiveness® (ILE®) Scores 2019 through 2023

Brand ILE Score
2023 | 2022 | 2021 | 2020 | 2019 | Soange | Cuamge
023 2023
Indian 36 5% 69%
Harley-Davidson 0% 40%
Polaris 57 51 46 43 32 12%
Can-Am (ERP) 47 45 40 N 32 4% 47%
L ki a7 a7 35 42 35 27% 34%
Yamaha 47 33 37 42 31 24% 52%
Dueali 46 4 43 46 40 12% 15%
Husquarna 46 42 38 a7 3 10% 48%
KM 45 40 37 3¢ 32 13% 1%
Royal Enfield 45 44 39 MNiA N/A 2% NiA
Suzuki 45 a7 36 4 33 22% 36%
Aprilia 44 a7 40 a7 29 19% 52%
Triumph 44 44 40 43
Arctic Cat 43 33 32 a
Honda 43 39 32 38
BMW 4 45 46 45
Moto Guzzi 40 40 40 36
Zero 38 36 42 37
Kubola 35 24 26 30
CFMato 34 33 40 b
Cub Cadet 34 3 3 25
HiSun 34 31 33 28
John Deere 34 30 33 37 29
Kymco 27 26 26 34 25 4%
Tracker (Bass Pro Shops /A 7% Hl/A
INDUSTRY AVERAGE 48 43 40 42 33 12% | 45%
Merma: Auto Industry Avg [ 58 [ 5 [ 5 [ &7 [ B [ 5% 12%

Source: HHA-2023 Pied Piper PSIE Inemiet Lead Effertiveneas® Stufies (USA)] - Seale 010 100 wwiw predpipespsi com
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About Pied Piper

Founded in 2003, Pied Piper Management Company, LLC is o Monterey, Califarnia, company that helps brands
Improve the omnichannel sales & service performance of their retaflers, by establishing foct-based best proctices,
then measuring and reparting perfermance. Examples of other recent Pied Piper P31 studies gre the 2023 Pied
Piper PS! ILE Auto Industry Study (General Metors' Cadilioc brand was ranked first) and the 2022 Pied Piper P3|
ILE Compact Tractor Industry Study (fohn Deere was ranked first). Complete Pied Piper PSI industry study results
are provided to vehicle manufacturers and natione! dealer groups. Manufacturers, natisnal dealer groups and
individual dealerships also arder PS| evaluations - in-person, Internet or telephone - as tools to measure ond
Improve the omnichennel sales and service effectiveness of thelr dealerships. For more information about the G here to see the completa rankings by brand and for more information: Inkd.infgQGoTwWn @
Pled Piper Prospect Satisfaction index, and the fact-based PSI process, go to: Wwwi. pledpiperpsi.com
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DEALER PROGRAM

* Easier to find bend choice for customer
+ Results in happier buyers and employees
* Buy & bars, 6 grips. get FREE FREIGHT

bosch-ebike.com

pﬁuenix andlebars.com




