
WHY AUTO DEALERSHIPS NEED TO 
PAY ATTENTION TO ALL PHONE CALLS

Powering Conversations. Driving Dealership Success.



powered by

© 2020 Clarity Voice2

We live in a day and age where establishing instant connec�vity is necessary to secure 
clientele in any compe��ve industry. Emerging research has shown that marketers will 
have to spend up to half of their budget on successfully marke�ng through digital 
channels by 2021 – this has only been exacerbated by the COVID-19 pandemic, which 
has increased reliance on online marke�ng businesses globally.

Digital marke�ng has changed the overall experience of 
buying and selling dras�cally. Today, customers thoroughly 
browse products and services online before reaching out 
to the vendors and service providers via phone calls or 
doing a walk-in visit. This especially holds true for auto 
dealerships. How has digital marke�ng affected auto 
dealerships? It has changed their interac�on with 
poten�al customers en�rely. 

Customers are now be�er prepared. Today the average 
salesman at dealerships plays a diminished role in 
securing a buy-in. 75% of the customers are likely to 
research and decide on buying a product through online 
ac�vity rather than visi�ng a car lot or contac�ng a 
salesman. In most cases, when a customer contacts a car 
dealership, they have already decided to make a 
purchase. This is a crucial moment that dealerships need to take advantage of. By making yourself 
quickly available and easily reachable, you will easily secure a deal. There is plenty of research to back 
up this claim. A study by Forrester Consul�ng in 2017 showed that customers who ini�ate inbound calls 
convert to buying faster, spend more, and have a higher reten�on rate.

https://telmetrics.com/resources/whitepapers/Telmetrics-Pick-Up-The-Phone-Forrester-Report.pdf
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Why YOU Need To Answer The Damn Phone

Customers who ini�ate a phone call are o�en referred to as high-intent customers. A 
report by DialogTech righ�ully claimed that “phone calls are huge revenue drivers in 
the automo�ve industry.” Why is this? Telmetrics Corp conducted a survey to 
determine if customers who ini�ated inbound calls were likely to become clients who 
spent sizeable amounts of money 60% faster. This is why cas�ng your focus on 
customer sa�sfac�on and communica�on should become a crucial part of your 
business strategy. 

Here are 5 reasons why you need to pay a�en�on to answering phone calls.

1) Don’t Lose To Compe�tors
Dealerships need to seize an opportunity once it comes 
their way. An extensive research by CallSource reveals that 
32% of auto dealerships believe they are losing 5% of the 
calls made to their compe�tors. While the number may 
seem small in terms of percentage – when converted to 
dollars, the loss is quite sizeable. A sale typically generates 
$2,200 bo�om-line profit for dealerships – this amount is 
lost for every single poten�al buyer lost. The be�er you 
train your dealership agents, the more likely they are to 
increase the commitment rate of poten�al clients; research 
showed commitment rate increases from 13% to 32% when 
the customer representa�ve supplies informa�on right 
away. Your inability to cater to a client will drive them to 
look for informa�on elsewhere – most likely from a 
compe�tor in your vicinity.
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https://www.dialogtech.com/blog/phone-calls-auto-dealerships/
https://telmetrics.com/resources/whitepapers/Telmetrics-Pick-Up-The-Phone-Forrester-Report.pdf
https://v12data.com/blog/inbound-phone-leads-are-rise-dealerships-1-5-are-missing-sale/
https://telmetrics.com/resources/whitepapers/Why-auto-dealerships-need-to-pay-attention-to-phone-calls-whitepaper.pdf
https://telmetrics.com/resources/whitepapers/Why-auto-dealerships-need-to-pay-attention-to-phone-calls-whitepaper.pdf
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2) The Conversion Rate Is High

1 out of 4 auto buyers making a phone call to 
your dealership will definitely purchase a 
vehicle. That is 25% of the calls you recieve. 
You will find this sta�s�c being cited across 
the board by auto dealerships, research 
analysts, and other stakeholders because it is 
largely commonplace irrespec�ve of brand, 
loca�on and seasonality. Knowing this, it is 
extremely concerning that 16% of calls 
made to auto dealerships go unanswered. 
Out of the 84% calls that are answered, 63% 
of the �me, dealer representa�ves do not 
make an effort to make a future 
appointment. In order to maximize every opportunity, auto dealerships need to understand the value 
of missed phone calls.

3) Phone Calls Ma�er

While our lives have become largely dependent on online interac�on and virtual engagement – people 
do value human interac�on when purchasing a high-value asset. If your auto dealership provides 
consulta�on via email and phone calls, it is four �mes more likely that a sales call will work effec�vely 

to convert a buyer than an email. 

Furthermore, phone calls are the second 
most popular way shoppers will use to get 
in touch with a dealer before visi�ng for a 
purchase – you do not want to miss this 
call!

If your auto dealership has ramped up its 
budget for running a digital ad campaign 
to drive sales higher, it is absolutely 
essen�al that you are prepared to take 
calls when they start flowing in. Drive your 

ROI higher with a holis�c strategy, i.e., run a digital ad campaign on search and social media while 
simultaneously increasing your capacity to engage with inbound phone calls. 
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https://www.businesswire.com/news/home/20190123005111/en/New-Auto-Industry-Study-28-Consumers-Call
https://www.activengage.com/incoming-dealership-calls/
https://www.activengage.com/incoming-dealership-calls/
https://www.dialogtech.com/blog/phone-calls-auto-dealerships/
https://www.dialogtech.com/blog/phone-calls-auto-dealerships/
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4) Gather Data About Poten�al Customers

Customers contact auto 
dealerships with the inten�on to 
buy right now or in the near 
future. Train your staff to gather 
data about callers contac�ng you 
to be�er target your other 
marke�ng campaigns towards 
poten�al customers. Even if the 
customer is not interested in 
making a purchase right now, this 
phone call is an opportunity for 
you to connect with a customer 
in the future. U�lize this 
opportunity to gather data about consumer demographics; find out their age, occupa�on, income, 
address, and the make and model of the car they are interested in.

5) Crea�ng An Impression

The auto dealership industry relies heavily on the reputa�on they build – customers are looking for a 
dealership that offers value for product but also service. Ensuring your availability and displaying your 
readiness is a cri�cal way to make your 
client feel assured and confident about 
choosing your service over your 
compe�tors. Research by Marchex 
Ins�tute revealed that 79% of the 
consumers are polite to dealership 
representa�ves, but unfortunately, only 
57% of the agents are polite in return.

Your a�tude goes a long way in building a 
rela�onship with a poten�al consumer. 
Improving your call handling will go a long 
way in ge�ng employees to iden�fy and 
recognize high-intent callers and secure 
prospects' trust. Even for calls where consumers are only looking for a part or service, giving them 
focused a�en�on will help increase their sa�sfac�on and later have a higher likelihood to convert 
repeat customers and garner brand loyalty.
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https://v12data.com/blog/inbound-phone-leads-are-rise-dealerships-1-5-are-missing-sale/
https://v12data.com/blog/inbound-phone-leads-are-rise-dealerships-1-5-are-missing-sale/
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What Role Can VoIP Play To Support Auto Dealerships?

Voice over Internet Protocol (VoIP) offers a quick and convenient channel for dealership representa�ves 
to communicate and connect with poten�al clients. It is an excellent alterna�ve to phone calls through 
the regular phone system – it is more reliable in terms of connec�on. Moreover, it is more dynamic, 
enabling more room for efficiency for businesses to handle clients through calls. 

A VoIP system integrates several features that allow for a seamless customer interac�on experience. It 
is beneficial because it provides ease with call rou�ng, forwarding, holding, transferring, etc. Integra�ng 
a VoIP system allows you to reduce your communica�on costs considerably and supports the 
genera�on of real-�me analy�cs to improve business prac�ces.
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What You Can Do

For auto dealerships, answering phone calls and having first-�me callers routed to “live answer” agents 
goes a long way towards building a network of poten�al customers and driving sales higher – the la�er 
is the primary goal of all dealerships. Therefore, it is incumbent upon dealerships to start examining 
their customer communica�on systems. 

Whether consumers call about new or used vehicles, parts or services, offering excellent service on 
the phone is cri�cal to conver�ng a caller into a customer. Ul�mately, dealerships must maximize every 
moment, building rela�onships every step of the way throughout the online-to-offline customer 
journey. 

It’s not enough to have the latest and greatest vehicles in stock; you and your staff must know your 
inventory, have the knowledge to discuss financing and trade-in values at the �me you speak to a 
prospect on the phone, and consistently ask for appointments from the high-intent consumers who 
are ready to commit. 

Many of these sugges�ons may seem like common sense: Answer the phone, know your inventory, 
offer an appointment, be polite. But these important reminders are the key to nurturing leads from 
the moment the phone rings to when a customer appears in the lobby, from the test drive of the 
vehicle to the first phone call for service.
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Never Miss a Call.
Never Miss a Sale.
Voice | Video | Text  Messaging

www.clarityvoice.com
800.786.6160
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Call handling can have a direct effect on auto sales and service appointments. Tools like text messaging 
can speed approvals increasing service bay wrench �me, and be�er communica�on with customers 
certainly correlates to be�er ra�ngs and reviews. To gain a compe��ve edge, dealerships who 
priori�ze this stream of customers will have a higher sales conversion rate. 

If you’d like to learn how you can gain more customers by maximizing your communica�on system, call 
Clarity’s DealerPhones team at 248-952-9490.

We’re Not Here to Sell You, We’re Here to HELP You

We could go on all day, but we’re less interested in selling you on us than we are in helping you make 
the most of your client interac�ons while reducing opera�onal cast.

Let’s take the next step and have us give you a quote. There's no obliga�on. We won’t pester you to 
close the deal. We just want the opportunity to show you how we can help you by upgrading your 
phone system.

REQUEST A 
CUSTOM QUOTE

POPULAR 
SERVICE PLANS

SCHEDULE
DEMONSTRATION

https://clarityvoice.com/contact/
https://clarityvoice.com/products/packages-and-pricing/
https://chipthompson.youcanbook.me

