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MOTORCYCLE

Prospect Satisfaction  
Index reveals in-dealership 

treatment of U.S.  
motorcycle shoppers

BMW motorcycle dealerships were the top 
ranked brand in the newly released 2017 
Pied Piper Prospect Satisfaction Index U.S. 
Motorcycle Industry Benchmarking Study. 
The study measured treatment of motorcycle 
shoppers who visited a dealership, with 
rankings by brand determined by the Pied 
Piper PSI process, which ties “mystery shop-
ping” measurement and scoring to industry 
sales success. 
	 Harley-Davidson dealers were ranked sec-
ond, while Polaris Industries’ Indian brand and 
Audi AG’s Ducati brand finished tied for third. 
	 Five years ago, BMW dealerships per-
formed below the industry average, with 
a PSI score of 98, but since then the BMW 
average PSI score has improved every year as 
sales behaviors have changed. For example, 
compared to their performance five years ago, 
BMW dealers in 2017 were 50 percent more 
likely to mention test rides, were 60 per-
cent more likely to encourage going through 
the numbers or writing up a deal, and were  
30 percent more likely to ask for contact 
information to allow for follow up.  
	 Brands showing the greatest over-
all improvement over the past year were 
Husqvarna, BMW, Triumph and Yamaha. 
Brands with declines from 2016 to 2017 were 
Ducati, Aprilia, Zero and dealerships selling 
the Polaris Slingshot. Eleven of 16 brands 
improved, which generated an industry aver-
age PSI score of 110, a one-point increase 
from 2016, and the highest score Pied Piper 
has measured for an annual motorcycle 
industry study.  
	 Sales process steps with the greatest 
improvement over the past year included 
involving the shopper with visual aids, attempt-
ing to forward the sale, giving compelling rea-
sons to buy from the dealership and going 
through the numbers or writing up a deal. 
Aspects of selling that decreased from 2016 to 
2017 included asking why the shopper consid-
ered the brand, encouraging the shopper to sit 
on a motorcycle and offering a test ride.
	 Per formance var ied considerably  
from brand to brand, including the follow-
ing examples:  

	  Sell the dealership, not just the product. 
Dealers selling Indian, Ducati and Harley-
Davidson were most likely to provide reasons 
why a shopper should buy from their dealer-
ship, rather than just selling the product. Deal-
ers selling KTM, Zero and Can-Am were least 
likely to provide reasons to buy from their deal-
ership. The national average was 47 percent  
of the time.
	  Ask for the sale. Dealers selling Kawasaki 
and Harley-Davidson were most likely to ask 
for the sale in any way. Dealers selling KTM, 
Husqvarna and Zero were least likely to ask for 
the sale in any way. The national average was 
72 percent of the time.   
	  Ask for contact information. Deal-
ers selling Harley-Davidson, Triumph and 
Polaris were most likely to ask for shopper 
contact information. Dealers selling Yamaha, 
Husqvarna and Honda were least likely to 
request shopper contact information. The 

BMW dealers rank No. 1 in prospect study
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Husqvarna +4

KTM +2

Yamaha +3

Kawasaki +2

Honda +2

Aprilia -3

Suzuki +1

Can-Am Spyder +1

Zero -3

Moto Guzzi +1

Industry Average +1

Triumph +3

Polaris Slingshot -1

Indian +2

Ducati -3

Harley-Davidson +0

BMW +3

(Change from 
2016 PSI score)

Source: 2017 Pied Piper Prospect Satisfaction Index, U.S. Motorcycle Industry Benchmarking Study

Sales have increased by  
more than 40 percent in  

past three years

BMW of Denver has moved from a 
10,000-square-foot facility in Aurora, Colo-
rado, to a brand new 20,000-square-foot build-
ing in Centennial. 
	 “Under the leadership of dealer principal 
Susan Dukes and general manager Bill McCon-

nell, sales at Colorado’s oldest and only exclu-
sive BMW motorcycle retailer have increased 
more than 40 percent in the past three years, 
necessitating its relocation to a larger, state-
of-the-art facility to serve its growing num-
ber of customers,” said Michael Peyton, vice 
president of BMW Motorrad North America. 
“We’re confident that BMW of Denver will 
continue to thrive in its new location in the 
heart of GS country.”
	 “Our success is fueled by a dedicated team 

BMW of Denver doubles 
footprint at new location

Michael Peyton, BMW Motorrad Region Americas vice president, receives the 2017 No. 1 PSI trophy from Fran 
O’Hagan, president and CEO of Pied Piper.See Pied Piper, Page 30

See BMW, Page 33

BMW of Denver has moved from a 
10,000-square-foot facility in Aurora, 

Colorado, to a brand new 20,000-square-
foot building in Centennial. 
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RideConnected allows 
for unlimited users at 

any distance

BY LIZ KEENER
 SENIOR EDITOR

When communication device companies talk 
about their products, they usually talk in terms 
of how many people can be connected and at 
what distance. 
 Sena Technologies does the same with 
many of its products, but its new app elimi-
nates those obstacles. The RideConnected 
App can connect large groups of riders from 
anywhere in the world. 
 The app, demonstrated to Powersports Busi-
ness in beta form at AIMExpo, but now avail-
able to users, allows Sena Bluetooth device 
owners to connect their headsets to the app, 
then communicate with any of their friends 
who have done the same. The connection is 
run through the smartphone’s connectivity to 
Wi-Fi or LTE data. 
 “It’s free to download, and it’s compatible 
with any Bluetooth-enabled headset because 
essentially you’re pairing your phone to 
your headset. Essentially it’s using the inter-
com function through the app using cellular 
data,” explained Leah Langford, marketing 
specialist at Sena. 
 The app is available for iOS or Android 

phones and can be downloaded 
for free from the iTunes or 
Google Play stores. Each rider 

creates his or her own 
profile with a photo, a 
name and a dashboard. 
Friends can connect 
with each other by 
sending an SMS text via 
the app, using the GPS 
feature, or by sharing a 

unique four-digit code. 
 “It’s cellular data, so there’s no limitation to 
distance or the amount of people you have in a 
group, so you can potentially have six people 
all in different states, riding at the same time, 
talking,” Langford said. 
 She added, “It’s a cool thing that really 
shows where technology can be.”
 Those who have a Sena Bluetooth 4.1 device 
and the app can control the app with the same 
voice commands as used with their device. 

FREEWIRE
At October’s AIMExpo, Sena had a variety of 
new products that were being introduced or in 
the process of being developed. One is the Free-
Wire, which lets Harley-Davidson and Honda 
Gold Wing riders connect to their infotainment 
system wirelessly.
 The FreeWire is a Bluetooth adapter that 
allows riders to communicate with their CB 
radio, hear GPS directions, listen to music and 
more through any Bluetooth headset. More 
functionality is added when it’s paired with a 
Sena 20S or 10S headset. 
 “You’re going to have full interaction with 
your infotainment system, so you can use the 
CB radio, the onboard communication and 
just everything. Everything you can do with a 
cord, you’re going to be able to do without it. 
And then also basically you’re going to have the 
functionality of a Bluetooth unit as well, on top 
of that,” Langford reported. 
 The FreeWire has a 3.5mm AUX port to add 
any non-Bluetooth-enabled devices (such as 
GPS devices, radar detectors or MP3 players) to 
the system. And the unit can be mounted with 
the included handlebar mount or mounting 
cradle for placement on the bike itself. When 
a second FreeWire and Bluetooth headset are 
purchased, riders can communicate with their 
passengers via the motorcycle’s internal inter-
com system. 
 The orange Harley-Davidson version is 
available now, while the red Gold Wing version 
will be available soon. Each unit retails for $249. 
 Before the FreeWire was launched, it 

already sparked interest, and Sena had racked 
up 900 preorders by October. 
 “It’s a very fiercely loyal market that’s been 
pushing us to do it for years,” Langford said. 

MORE NEW PRODUCTS
In addition to the FreeWire, Sena introduced 
the upcoming 30K headset at AIMExpo. The 
unit uses Sena’s Adaptive Mesh-Networking 
technology. 
 “With the mesh technology, everyone’s 
connected to everyone, and you can do 16 con-
nections. So four people can talk at once, and 
everyone else is hearing it, and then you just 
bop yourself in and talk, and everyone’s hearing 
it. And if anyone goes out of range, everyone 
else is still connected. And then it’s also intel-
ligently looking for the disconnected rider, so 
if you come back in range, it’s seamlessly back 
together,” Langford explained. 
 The 30K also allows for simultaneous use 
of a Bluetooth connection for devices such as 
music players, GPS units, or FM tuners. The 
30K works within 1.2 miles of paired units. 
It also runs for four hours of talk time on a 
15-minute charge or for 13 hours on a full 
charge. It will retail for $349.

 The 10C Evo is an updated version of the 
10C. The unit is a Bluetooth 4.1 headset with 
a built-in camera. New with the 10C Evo is a 
sleeker silhouette and an improved camera 
resolution of 2k and 30 frames per second. The 
device connects up to four riders and reaches 
up to one mile. With Wi-Fi capability, it allows 
users to easily transfer video from the 10C Evo 
to a smartphone.
 On the helmet side, Sena introduced the 
Calvary Half-Helmet, a half-helmet with a 
built-in Bluetooth communication system, HD 
speakers and a microphone. The helmet allows 
users to have a helmet and a communication 
system without having to install the headset. It 
allows for four-way Bluetooth communication 
up to a distance of half a 
mile. The helmet was 
developed with 
Advanced Noise 
Control and Wind 
Noise Reduction. 
Available now, it’s 
priced at $349.
 S e t  t o  b e 
released early 
this year is Sena’s 
Intelligent Noise 
Control (INC) 
Helmet. The hel-
met was intro-
duced in 2015, but 
development has 
continued to per-
fect the product 
before it goes to 
market. The INC module analyzes sound infor-
mation through its microphones and adjusts to 
quiet harmful noises, while still allowing the 
rider to hear important sounds, such as sirens, 
traffic and the bike’s RPMs. With the Ambient 
Mode activated, riders can hear everything 
clearly without having to remove the helmet. 
The INC helmet also has a Bluetooth module 
that allows the rider to make phone calls, listen 
to music or intercom with other riders. It will 
have a $799 MSRP. PSB

New Sena app connects to anyone, anywhere

1 2012 Harley-Davidson FLHX Street Glide down 7% $12,500 $16,650
2 2013 Harley-Davidson FLHX Street Glide down 6% $13,450 $17,775
3 2014 Harley-Davidson FLHXS Street Glide Special down 2% $15,200 $18,780
4 2014 Harley-Davidson FLHX Street Glide up 4% $14,125 $18,555
5 2007 Harley-Davidson FLHTCU Electra Glide Ultra Classic down 14% $8,170 $11,125
6 2014 Harley-Davidson FLHTK Electra Glide Ultra Limited up 3% $15,400 $19,985
7 2007 Harley-Davidson FLHX Street Glide down 8% $9,290 $12,625
8 2015 Harley-Davidson FLHXS Street Glide Special up 17% $16,450 $20,265
9 2008 Harley-Davidson FLHX Street Glide down 6% $9,760 $13,240
10 2005 Harley-Davidson Sportster 1200 Custom down 12% $3,220 $4,440

1 2006 Honda CRF450R down 10% $1,790 $2,655
2 2007 Honda CRF250R up 3% $1,865 $2,755
3 2005 Honda CRF450R down 5% $1,625 $2,420
4 2006 Honda CRF250R down 9% $1,690 $2,510
5 2004 Honda CRF450R down 4% $1,475 $2,205
6 2005 Honda CRF250R down 11% $1,535 $2,295
7 2009 Kawasaki KX250F down 21% $1,910 $2,820
8 2008 Yamaha YZ450F up 18% $2,055 $3,030
9 2008 Yamaha YZ250F down 14% $1,880 $2,785
10 2008 Honda CRF250R up 4% $2,035 $3,005

MOST RESEARCHED OFF-ROAD MOTORCYCLES

national average was 58 percent of the time.
 “Motorcycle shoppers today visit dealer-
ships half as many times before buying,” 
said Fran O’Hagan, president and CEO of 
PiedPiper.
 Motorcycle shoppers today gather much of 
their information online before ever visiting a 
dealership, and the result has been a drop from 
an average of four or more shopper visits before 
buying, to an average of two visits today.
 “Successful motorcycle dealerships today 
not only respond quickly to customer web 
inquiries, but they also understand the 
increased importance of every customer visit,” 
said O’Hagan. 
 The 2017 Pied Piper Prospect Satisfaction 
Index U.S. Motorcycle Industry Study was con-
ducted between July 2016 and April 2017 using 
1,911 hired anonymous “mystery shoppers” at 
dealerships located throughout the U.S. 
 Examples of other recent Pied Piper PSI 
studies are the 2016 Pied Piper PSI Internet 
Lead Effectiveness (ILE) Motorcycle Industry 
Study, in which the U.S. BMW dealer net-
work was top ranked, and the 2016 Pied Piper 
PSI (In-Person) U.S. Auto Industry Study, in 
which Nissan’s Infiniti dealer network was 
ranked first. PSB
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BY LISA PELISSIER
 CONTRIBUTING WRITER

The Harley-Davidson Street Glide series domi-
nated the top 10 most researched cruiser and 
touring motorcycles list during Q1 2017 on Kel-
ley Blue Book’s KBB.com. Seven motorcycles on 

Used sport bikes show Q1 decline in views

for free from the iTunes or 
Google Play stores. Each rider 

creates his or her own 

TOP 10 MOST RESEARCHED MOTORCYCLE/POWERSPORTS VEHICLES ON KBB.COM: Q1 2017

The 30K is Sena’s upcoming 
headset with Adaptive Mesh-
Networking technology. 

Sena’s new RideConnected app allows riders to com-
municate with their friends from anywhere in the world 
using Wi-Fi or cellular data. 

Introduced in 2015, the INC 
Helmet is set to be available 
early this year. Its technol-
ogy allows riders to drown 
out harmful noises, while still 
hearing sirens, traffic and a 
motorcycle’s RPMs. 
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