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A Breakthrough Study by Digital Air Strike

The preferred consumer engagement 
partner for thousands of automotive 
dealerships nationwide.

WHITE PAPER

Executive Summary
Our team mystery shopped over 1,500 automotive 
dealerships from around the U.S. to help better 
understand the competitive landscape of automotive  
lead response.

The mystery shop study took place over four months  
and included leads submitted on dealerships’ websites 
and via Facebook’s Messenger app.

The results of the study reveal a tremendous opportunity 
for dealerships to improve their lead response strategy  
and sell more.
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1.  Only 16% Respond Within 15 Minutes 
Studies show that car buyers only visit 1.2 dealerships before 
buying. Furthermore, internet shoppers who receive a response 
within 10 minutes are 3x more likely to visit a dealership. Yet, in 
our comprehensive study, the vast majority of dealerships took 
over 15 minutes to respond. (Our study didn’t count an  
auto-response without a price or any customer personalization 
as a qualifying response.) What’s even worse? The average 
across all stores is more than 24 hours with some dealers taking 
up to four days to respond! Incredibly, more than 18% of the 
stores didn’t respond at all!  We know business isn’t so good 
that you can just ignore inbound leads.

The performance was even worse after-hours with 36% of the 
stores we shopped not responding at all. This is lost business 
as some reports show up to 40% of a dealership’s leads are 
submitted when the dealership is closed. People are shopping 
after work when they’re home, but no one is around to respond.

If your current lead response technology doesn’t include a 

updates its technology to save your staff time.

2. Only 25% Provide Pre-Owned Vehicle Options
42% of customers who inquire about a new vehicle end up 
buying a used one. Yet our study found that only 25% of 
dealers provided used vehicle options, and only 15% provided 
additional new vehicle options. That means 85% of dealerships 
are missing the opportunity to give customers options that may 
be better suited to their budget. A majority of consumers who 
buy a new vehicle buy a trim level lower than their original lead. 

What does this mean for your store?  Consumers want 
options! Stand out from the competition by offering 
customers additional choices such as additional new & used 
options, multiple trim levels, lease options and more.

3. 64% Don’t Respond to Leads on Facebook  
 Messenger / Impact of Facebook Marketplace

1.3 billion consumers use Facebook’s Messenger app as 
a direct line to a business’s customer service and sales 
departments and it is even more relevant now that Facebook 
Marketplace allows pre-owned inventory to automatically be 
showcased to consumers closest to your business.

Our study found the majority of dealerships ignored customer 
inquiries on Messenger with only 14% of dealerships providing 

questions! 

If your staff is not well-versed on Facebook Messenger and 

this for your store to boost sales and consumer engagement.

4. Only 32% Respond with a Quote

53% of dealerships failed to respond with any vehicle 
information at all!

In-market vehicle shoppers reward dealerships that 
streamline and simplify the purchase process for them.  
Not answering direct questions, overlooking small details 
like typos, grammatical errors or missing a “dollar symbol” 
in your responses can discredit your dealership in the eyes 
of the shopper. In fact, 48% of car buyers say a faster and 
more detailed response including photos would make them 
buy from one dealership over another.

Leveraging new technology to assist your team with more 
professional responses including payment calculators and 
professionally-written copy—that can (and should) allow 
for additional customization—WILL INCREASE SALES.

5. Lead Response Performance by OEM
Interested in knowing how your brand stacks up to 
the competition? Here’s the percentage, by OEM, that 
responded to our mystery shop within 15 minutes with a 
quote, ranked from highest to lowest.

Hyundai: 17%, Nissan: 16% Kia: 15%, Audi: 10%, Volkswagen: 10%)
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Let Digital Air Strike’s Response Logix improve your lead 
response by responding—in 10 minutes or less 24/7—to all 
internet leads with a multi-vehicle price quote and custom 

immediate follow-up!  
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EXTREMELY BENEFICIAL FOR OUR DEALERSHIP
“We have been with Digital Air Strike for two years now and utilize their full suite of products. Their integrations are amazing and 

foremost.”

BRETT HEDRICK 
Owner, Hedrick’s Chevrolet

Ready to Improve Your Lead Response Strategy?
Find out how your dealership and your three closest competitors 
respond to internet leads. 

Request a free Mystery Shop at DigitalAirStrike.com/mystery-shop

RESPONSE TIMES AT AN ALL-TIME LOW
“Back in 2016, our lead response times and closing ratios were not where they needed to be. We chose DAS due to their  
responsiveness, attentiveness, customization and all around great service. Using them for over a year now, our response times 
are at an all-time low, and our lead closing ratios are staying consistent with our best month at 17% closing.”

LISA SALCEDO 
Internet Director, Metro Nissan of Redlands

IMPROVED OUR CLOSING RATIOS
“We love working with DAS because they have given us the opportunity to have consistent and professional initial responses 
to our customers. Response Logix® has improved our closing ratios which has resulted in an increase in sales for the store.”

MODERN CHEVROLET

Respond better and faster to internet leads with Digital Air Strike’s 
Response Logix®

 Response Logix® automatically builds a micro-website in  
 minutes for every prospect

 Multi-vehicle price quote sent in under 10 minutes as   
 car buyer is shopping

 Quote designed for buyers to easily take next steps  
  
 integrates with your CRM

 Buyers shopping on any mobile and desktop device can  
 view the quote and take action

 Follows sales staff lead assignment rules

 Automatically emails unsold prospects for up to 180  
 days to re-engage buyers


