
1

COMMUNICATIONS: 

THE KEY TO DRIVING 
DEALERSHIP SUCCESS 
THE ULTIMATE DEALER’S GUIDE
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INCREASE 
PROFITS
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Interestingly enough, the common theme is not cutting expenses                    
or having the perfect process — it's communication.

With good communication — both with your customers and employees — you can grow your 
business and increase sales. This e-book is packed full of statistical data to help you realize 
areas of communication growth and the latest dealership communication trends. 

THREE WAYS YOU CAN
INCREASE YOUR PROFITS 

Increase the numbers 
of customers you have

INCREASE PROFITS

Increase frequency 
of your customers’ 

purchases

Increase your 
add-on sales
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NEW AND
RETURNING
CUSTOMERS
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THE PHONE’S RINGING ...
WHO'S CALLING AND WHY? 

Phone ups continue to rise, and dealers who prioritize communications are seeing an
increase in new customers, retention of current customers and, ultimately, revenue growth
According to a 2019 Marchex study of 300,000 inbound calls to dealers, 28 percent of
consumers who call a dealership will purchase. So what's the key to this success? 
It's how you handle communications to capitalize on opportunities.

NEW AND RETURNING CUSTOMERS

More sales calls 
are converted to a 
purchase vs. email1

Of inbound calls to the 
Sales department have  
the intent to purchase1

4x 57%
Of top performing 

salespeople are likely 
to set an appointment 

over the phone1

12%

of consumers     
who make a call  
will purchase.1

28%
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YOU’RE NOT THE ONLY 
ONE THEY WANT

In a Service 360 study, over 1,000 new buyers were interviewed, and the majority of them 
(58.2 percent) visited two to four dealerships before purchasing.3 Consumers today are more 
savvy and money conscious than in years past. They can shop around and narrow their choices 
much easier. Loyalty is not always a part of the equation.

71 percent of the people surveyed made a purchase from a new dealership.3

NEW AND RETURNING CUSTOMERS

Previously purchased 
units from same 

dealership

29% 
Yes

71% 
No

Number of          
dealerships visited   

before purchase

10.4% 
5 Plus 31.4% 

Only 1

58.2% 
2 to 4
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MISSED
CALLS
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DO YOU KNOW WHAT
YOU’RE MISSING?

According to a Marchex, Inc. study, 19 percent of all dealership calls go unanswered.2              
That means 1 in 5 calls are missed — each of which could be a new lead for your dealership.

Do you know which 19 percent             
you are missing?
According to a CDK Global study, 45 percent         
of dealerships don't even know how many calls 
that they miss.4 The number of missed calls for  
these dealerships could be even higher.

19% 
of calls go 

unanswered

MISSED CALLS
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MISSED CALLS =
MISSED OPPORTUNITIES

Each call your dealership misses could be a revenue-generating opportunity. Access to call 
reporting numbers can reveal some insightful, yet shocking numbers. A CDK study4 looked at six 
different dealerships of various OEMs and found the following departmental breakdown:

Dealerships are passing up huge profits when they miss calls.  
Also, it is not hard to infer a direct correlation between CSI scores and calls going 
to voicemail – no one likes to leave voicemails.

SALES: 4% of calls were missed and 10.4% went to voicemail

SERVICE: 1.6% of calls were missed and 20.7% went to voicemail

PARTS: 1.6% of calls were missed and 20.7% went to voicemail

LOST OR MISSED CALLS 
(during a month)

LOSS OPPORTUNITY 
(assuming 15% close ratio)

AVERAGE PROFIT

211

SALES SERVICE PARTS

54 23

$1,500 $300 $50

$47,475 $1,620 $172

TOTAL LOSS

$49,267 
MONTH

$591,204 
YEAR

MISSED CALLS
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LOGGING
LEADS
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LOGGING THE LEAD IS NOT 
AS EASY AS IT SOUNDS

You use your phone system every day to help generate thousands of dollars of revenue,  
but most of the time it's not integrated with any or all of your valuable software applications. 
Integration is a key aspect to effective communications. 

said they  
never log the leads

said only sometimes 
they log the leads4

9%

39%

This means that out of every 30 leads 
your dealership receives, you may 
retain data on only 15 of them.

According to a CDK study, the average 
sales cycle can range from 36–90 days5.                 
So, Salespeople are likely to enter leads   
into the CRM system only if they believe 
they will close the deal—and only if it will 
happen in the next 10 days or less.

LOGGING LEADS

In a CDK study, we surveyed Sales Representatives  
and asked how often they logged phone leads:
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THE FOUNDATION OF
COMMUNICATION IS
INTEGRATION

Did you know that, according to a CDK study, 52 percent of 
dealerships enter the same customer data three or more times 
during a single deal process?4  

A simple feature like Screen Pop can help your employees view  
full customer information before they even pick up the phone.  
For example, Service can receive a call and create a repair order simply 
by clicking the screen pop, and the customer’s information  
will automatically be populated.

We found that it typically takes 45 seconds for a dealership to access one 
customer’s information.4 But, with integration between your phone and software 

applications, information is available in less than five seconds. 

Time taken to access customer information:

LOGGING LEADS

=45 
Seconds to           

access customer 
information

3,352 
Average number 
of calls to service

42 
Number of hours  

each month
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MOBILITY
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WHEN MOBILITY
GETS PERSONAL

You see it every day: Salespeople using their personal 
smartphones for business.

Being accessible 24/7 is essential for the old Sales axiom, “ABC”        
(Always Be Closing). In fact, a recent CDK survey uncovered that 
Salespeople give their cell phone numbers to customers 86 percent  
of the time.4

It seems harmless enough, right?

Now, combine that with the 2018 NADA Workforce Industry report that 
says annual dealership Sales turnover is 74 percent.6 This means that 
if you have 15 Salespeople on staff, 10 of them will leave your dealership 
this year, taking their personal smartphones — and many of your leads — 
with them. In addition, a study by Hireology showed that 60 percent of 
dealership hires are millennials, and over half turn over annually!7

MOBILITY

10 out of 15 salespeople  
on staff will leave your dealership 
this year, taking their personal 
smartphones and your leads 
with them.
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EMBRACE SMARTPHONES 
THAT PROTECT 
THE DEALERSHIP

One effective way to protect your dealership’s leads is by using a feature that integrates  
a desk phone and a cell phone — like Simultaneous Ring. This allows a customer to call a  
single phone number — one owned by your dealership — to ring an employee’s desk and  
cell phone simultaneously. 

MOBILITY

Transfer calls between  
the two phones

Dial internal 
extensions from their 

mobile device

Tag and enter leads 
directly into the 

dealership’s CRM system

Look up unit and  
customer information  

on the lot

That means a dealership employee can effectively bring  
their desk phone with them — anywhere they go — to:
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SMARTPHONE APPS 
FURTHER INCREASE
PRODUCTIVITY

With easy-to-use, free mobile applications, employees’ smartphones can be fully utilized 
— without additional cost to the dealership — because they are connected using Wi-Fi.  
Many dealerships now provide a free mobile application that gives Sales Representatives  
the ability to:

• See which employees are available for a call

• Dial out using the dealership’s phone number

• Instant Message (IM) coworkers to provide customers a faster response

MOBILITY

Service will not need to 
walk back and forth to 
the Parts counter

Your F&I Manager can easily 
communicate with Sales 
when closing a deal
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PAGING
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Hosted Voice Chat PresenceMobility

“JAMES SMITH,
LINE ONE”

“James Smith. You have a call on line one.  
James Smith, line one.” 
Pages like these are often heard throughout the dealership.  
However, James Smith is not always there to hear them.

Paging is an inefficient way to locate employees.
When used properly, productivity apps and unified communications 
can tell you if employees are available and where they are. 

PAGING

According to a  
CDK study of participants

reported that their CSI score stayed 
the same or decreased over the last 

six months.4 Better collaboration 
within your dealership can help.

43%

Here are a few examples of the newest dealership communication technologies: 
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WASTED TIME

With unified communications, your dealership employees are empowered to route calls not only 
to the right person, but also to the right person who is available to take your customer’s call.

According to a CDK survey, 90 percent of dealership employees said that at least one Technician 
per hour walks over to them to ask a question. And 93 percent said that it takes at least one to two 
minutes to walk from a Service bay, to the employee’s desk, and back.4

With unified communications, employees can see if someone is available and ask them a question 
through chat, video or desktop sharing.

How much time do your employees waste walking throughout your dealership?

PAGING

1.5 82
Technicians Minutes Hours

24
minutes wasted    

per  day

=
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WHO'S 
CALLING
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DO YOU KNOW 
WHO'S CALLING?

Phone calls into your dealership can provide intelligence on the health of your business. 

WHO'S CALLING

With an easy-to-use call tracking solution, you can monitor:

Knowing this information in real time can alert you to when there are not enough 
employees to answer the volume of incoming calls.

It also gives you the ability to return a customer’s missed call. Additionally, dealerships 
that want insights into marketing ROI can use separate phone numbers to track the true 
effectiveness of every marketing promotion.

Missed calls

Call volumes  
throughout the day

Calls that go to  
voicemail

The effectiveness of Sales 
follow-up calls

Customer data from phone 
calls through the lead 
logging process
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CONCLUSION
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COMMUNICATION 
IS KING

The way you communicate with your customers and your employees says a lot about 
your dealership. Having the right solutions to help productivity, clarity and speed 
is what will separate you from  your competition. 

CDK Global has been providing integrated phone systems to dealerships for 15 years, 
and is the industry's authority on dealership communications. 

Currently, CDK Global:
• Has sold over 200,000 phones

• Supports over 4,000 dealerships

• Manages almost 120 million calls per month

To learn how you can advance your communication processes, 
contact your Lightspeed Sales Representative, or call 800.521.0309.

CONCLUSION
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