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We send you buyers with our 69% higher close rate.

VW dealers earn No. 1 ranking for
service scheduling effectiveness

2026 Pied Piper Service Scheduling Effectiveness™ (SSE™) Study (U.5.A.)

Average Pied Piper Service Scheduling Effectiveness™ Score

Volkswagen (+11
¥ (+13
Acura (+9

BMW |+6
Mazda +| Ji]
Nissan (+8) T

Cadillac (+T) ¢ - - - - = 2 GO
Honda (#6] ¢ = - . s BB
Mimi [+ = = = = =

I
Porsche (#T) ©
Audi (#8) T
Chavrolet (+#12) @
. Ford +;‘| L
ola (+7) |
EEHL’.‘. +6] ¢
Industry j.“mg! ]| EEEFFFFFFFFrFFrFFFFFFFFFsEFyrEryrrsrrrysresyrrysyyyryn
| ! l 1 ! 1
I
L

66
Infinkti {+3 ' G
Lexus (+2] & ! 66
Mercedes-Benz (+6) == b
Hyundai (+9) i 65
Jaguar +ﬂ|= ; 1 69
Land Rover (+7) | 1 63
Subaru (+4] '8 N PIED PIPER
Bulck (#T) @ i B2
Kia {+ S"I
Mitsubishi (+ 1 | SSE™ measures how effectively dealerships
Chrysler (+11 1 60 help customers schedule service by phone
Flal (+7] e ——————————— 5 o¢ through the dealership website
J"p ha = 3} 59
e s e ————— 5 40+ eriberia are combined lo produce 5 snge
GI.];;: :.H —55 m GEE™ SCO08 rANGgINg fromm - 100
Ram (+10 52

Alfa Romeo (+3
Memo: Dealer Group Average FFarrrr s I Iy r I rrr I I T A E F T F E A A FF AT F Ty s rrrrres G
Mema: Independent Service Canlers FEFrrrrrrrrrrrrrrrrrrrrrrrrr. 5]

40 45 50 55 60 65 70 75

Sourcn: 2026 Prud Piper 55E ™ Aulo industry Study (LISA e s Pl D L com

Graphic courtesy of Pied Piper.

Monday, Sep. 14, 2026, 03:09 PM m u m E
By Auto Remarketing Staff

Subscribe today to get the latest news and trends shaping the pre-
owned market.

Your email address SUBSCRIBE

By subscribing, you agree to receive communications from Auto Remarketing and our partners in accordance with our Privacy Policy. We
may share your information with select partners and sponsors who may contact you about their products and services. You may
unsubscribe at any time.

When it comes to making it easy for customers to schedule service on the phone or their websites,
Volkswagen dealers, apparently, do it best.

Pied Piper released its 2026 Service Scheduling Effectiveness Auto Industry Study, which examines
the customer experience scheduling service on dealership websites and via telephone.

Topping the list was VW, whose dealers averaged a Service Scheduling Effectiveness (SSE) score of 73
out of 100.

ADVERTISEMENT Next was Volvo at 71, followed by Acura, BMW, Mazda and

- Nissan, each of scored 70.
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“When instead a dealership makes the process difficult,
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Pied Piper conducted the study, now in its second year, by submitting 6,538 service requests, with 33
U.S. and four independent service center brands represented. The company used more than 40
weighted measurements impacting service revenue and customer loyalty in evaluating each
dealership.

Among Pied Piper’'s key findings were that Volvo dealerships scored the highest for website
scheduling (79 out of 100), while VW was tops for phone scheduling (69/100).

Whether scheduling by phone or website, there was wide variation between brands.

“Providing online service scheduling does not guarantee consistent success. Website scheduling
failure rates varied dramatically by brand, ranging from less than 1% of the time to 31% of the time,
compared to 5% industrywide,” Pied Piper said in a news release.

“The most common barriers were website errors, calendars that failed to load correctly, and
inflexible information requirements such as requiring a VIN that prevented customers from
immediately scheduling.”

Switching over to the phone side, the company pointed out that 16% of callers in the study weren't
able to set an appointment.

“For five brands, that rate exceeded 25%, while three brands held it below 10%. The most common
barriers were endless hold, phone-tree or Al loops, transfers to voicemail, and inflexible information
requirements,” Pied Piper said.

Speaking of artificial intelligence, the study found that Al was often able to handle routine service
inquiries efficiently, but that "more complex requests” often needed human intervention.

A third of Al-to-human transfer attempts in the study failed, with customers landing in voicemail,
disconnected or on an “endless hold,” Pied Piper said.

“Al is raising the baseline,” said O'Hagan. “The challenge is what happens around the Al, when
information needs to move between dealership systems or when a customer needs a person to take
over. Those breakdowns are often invisible unless the entire customer interaction is measured
independently.”

Meanwhile, the four independent service chains that were evaluated were Midas, Pep Boys,
Firestone and Meineke.

These shops tended to outperform dealers on key metrics in telephone scheduling, Pied Piper said,
adding that their performance in website scheduling was mixed.

The study found that 39% of customers found independent service centers delivered a "Mission
Excellent” service call, with just 27% saying the same for dealers.

On the web, 2% percent of customers at independent service centers reported “Mission Failure,”
while 5% of dealership customers reporting scheduling failure through the website. However, Pied
Piper notes that dealers bested independent shops for the complete website scheduling experience.

When calling an independent facility, customers reached a service advisor in 38 seconds, on average.
When calling a dealership, it was 66 seconds.

For customers calling independent facilities, the average earliest available appointment was 1.3 days
away, Pied Piper said. For those calling dealerships, the average wait was 2.9 days.

“Dealerships risk losing service customers to independent service centers if their scheduling
experience is poor,” said O'Hagan.

“Independents have built their reputation on speed and convenience, and dissatisfied customers
who switch are unlikely to return once lost.”




