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For Consumers, Browsing Reviews
Has Become the Norm

%
In 2010, 29 of shoppers didn't read
online reviews of local businesses

0
# Today, that figure is just 8/0
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With the Rise of E-Commerce,
Transparency Matters
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Reviews Provide the Transparency
Shoppers Want
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Auto Shoppers Are Especially
Information-Hungry

16.75

Number of hours spent
researching vehicles
before making a purchase

CarEGurus

Source: Google



Reviews Are Important at the Top of
the Sales Funnel

Automotive Purchase Journey

Awareness

Reviews matter most

, atthe top of the funnel

(information-gathering
stages)

Consideration

N

S
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Multiple Channels Feature Reviews

Initial Info- Internet searches
Gathering OEM sites

Narrowing

the Search Third-party shopping sites

Contacting Third parties
Dealers Dealer sites

Conducting

O o<t Drives In-store visits

CaréGurus



/1% of shoppers

always or sometimes look at
a dealer's reviews before
contacting them.

CaréGurus

Source: CarGurus survey, April 2015



What's In a Positive Review?

Top comments In positive reviews:
1. Helpfulness

2. Professionalism

3. A simple purchasing process
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What's In a Negative Review?

Top complaints in negative reviews:
1. Communication breakdowns
2. Balt and switch

3. Vehicle already sold
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Think Like a Shopper: Discover
Reviews With Web Searches
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Case Study: A Real CarGurus Review

Julia

v Had vehicle priced $1000 over price listed on your site.. won't give me.a
bottom dollar.price over the phone or email.. not interested in dealing with them

Response from Eastside Auto:

| apologize for the information you were given. After checking our system you are correct about the price listed on CarGurus. We will gladly honor the
previous price you seen on CarGurus and will provide you a total price including taxes at your convenience. In addition we will provide an additional

discount for the inconvenience we caused.

CaréGurus



Apologize and Commit to Fixing the
Situation

Julia

v Had vehicle priced $1000 over price listed on your site.. won't give me.a
bottom dollar.price over the phone or email.. not interested in dealing with them

Response from Eastside Auto:

| apologize for the information you were given. After checking our system you are correct about the price listed on CarGurus. We will gladly honor the

previous price you seen on CarGurus and will provide you a total price including taxes at your convenience. In addition we will provide an additional
discount for the inconvenience we caused.

1. Apology

2. Willingness to match the agreed-upon price
3. Extra step: Offer of a discount

ooooooooooooooooooo@Gr\Gur\US®




Strive for Professionalism

| apologize for the information you
were given. We will gladly honor
the price, with an additional

discount.




Close the Loop By Providing Contact
Information

Julia
iy Had vehicle priced $1000 over price listed on your site.. won't give me.a
bottom dollar.price over the phone or email.. not interested in dealing with them
Response from Eastside Auto:
| apologize for the information you were given. After checking our system you are correct about the price listed on CarGurus. We will gladly honor the
previous price you seen on CarGurus and will provide you a total price including taxes at your convenience. In addition we will provide an additional
discount for the inconvenience we caused.
Julia
e Had vehicle priced $1000 over price listed on your site.. won't give me.a
bottom dollar.price over the phone or email.. not interested in dealing with them
Response from Eastside Auto:
| apologize for the information you were given. After checking our system you are correct about the price listed on CarGurus. We will gladly honor the
previous price you seen on CarGurus and will provide you a total price including taxes at your convenience. In addition we will provide an additional
discount for the inconvenience we caused.
Please give me a call at (617) 555-1212 or email me at support@dealership.com so | can get to work on making things right.
(] o o [ ( J o [ o ([ J [ [ o ([ J o o o ( (] () "I' Gr\‘ _;ur\us®
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Shoppers Look to Star Count for
Guidance

0.8 ¢

43% of consumers will only
do business with 3+ star
companies

Another 38% of
consumers require
4+ stars

CaréGurus

Source: BrightLocal




Emphasize Review Scores in Your
Marketing Efforts

Cheap Used Cars For Sale - Best prices from local dealers
www.cargurus.com/ v

4.0 %% %% rating for cargurus.com
Shop and save today!
Great Deals - Trust And Transparency - Fast, Powerful Search

Areal CarGurus SEM ad —
the rating appears
automatically

oooooooooooooooooooo@Gr\Gur\uS‘”’



Leverage Free Google Tools to Better
Manage Your Reputation in Search

% 10%

Star Mada * Website  Directions
Google My Business Consumer ratings
* Upload pictures  Activated automatically
 Edit contact « Estimated 10% higher
Information click-through rate

* _.Respond.to reviews CarGurus

Source: Google



Third Party Shopping Sites Are a
Popular Source of Reviews

Advertise | Join | Myaccount v | Q

CO pGU r‘US Used Cars New Cars CarValues SellMy Car Research Questions Espariol | W

Home / Used Cars / Howard Bentley Buick GMC

Howard Bentley Buick GMC
4321 US Highway 431 South, Albertville, AL 35950 - @ Map & Directions © Today 8:30am - 6:00pm (Open Now)
htp:/www.howardbentleyauto.com show business hours

Sales: (256) 531-9749 Service: (256) 849-2491

Sales Reviews (32) Wwirrir iy o S S

New Search Best deals first : Showing 1 - 16 out of 326 listings  Next b
= O
Al akes 2016 GMC Yukon XL Denali 4WD ©save
All Models Great Deal Price: $62,383
AllYews  :/fo AllYears $7,867 BELOW Mileage: 12,625 mi
Sentont Marst Vale of $70.480. Location: Albertville, AL 5 mi
2P 35950 21 days on market
-
Radius | 100 mi :
2016 GMC Terrain SLE2 © Save
[ soarch ] Groat Deal Price: 25,773
$3,847 BELOW Mileage: 3.489 mi
= et ool Instant Markot Valo of 20,620 Location:  Albertvill, AL 5 mi
most valuable piece o o
Filter Results 320 letings 2015 Buick Verano Sedan @ save
= - rd Price Great Deal Price: $15,984 s16.006
- e $,676 BELOW Mileage: 481 mi
$2,000 - 71,000 Inatant Markcat Vilue of 19,000 Location: Albertville, AL & mi
# Include Listings Without Available 168 days on market

Pricing (z0)

S i te S N Mileage 2016 GMC Terrain SLE2 ©8ave )
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Dealer Sites Are a Valuable Review
Platform for Shoppers

R R R R Jun 16, 2016 Posted 14 days ago g Confirmed Service Customer
Great service
Great service
BARRY P.
1€ Always Worth the Drive to NEW HOPE, AL
Imafdhcntlcy @ GMC e hlful’?-. 0¥ o
s s s s review hep Mo | | =
We Save You Money! Service: (877) 895-2810
ABOUT US WWWWW Jun 16, 2016 Posted 15 days ago B Confirmed Service Customer
Always a great experience.
PN CUSTOMER REVIEWS
A Ratiny At Howard Bentiey Buick GMC, we strive for every sales and senvice customer to receive a VIP experience. Customer Always a great experience.
satisfaction is our number one goal. Read these Buick, GM( stomers
Refine Your Search P p——— DONNA O.
By Customer Visit - o ALBERTVILLE, AL
0 Jun 16,2016 Posted 14 days ago  Confimed Service Customer
Servn 204) -
S22 Creat sarvica Was this review helpful? YR~
Great service
By State -
BARRY P.
AL(O7)  IN(14) NEW HOPE, AL
GAte RO Was s v oo [ve | [ | [ IR WHWWWW Jun 16, 2016 Posted 15 days ago @ Confirmed Service Customer
sco KY (1 S
Lo w Jun 16, onfirmed Service Customer H H
Bt BARAS. =i o e il best gmc service dept. in Alabama!
Always a great experience.
L L e B | avvays s orsat piisanca. > best gmc service dept. in Alabama!
RONALD M.
ASHVILLE, AL
Was this review helpful? ¥ GH| V]
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Collect Reviews for Use on Your

Website

un 16, 2016 Posted 714 days ago

Great service

Was this review helpful?

Jun 16, 2016 Posted 15 days ago

Always a great experience.

OOOOOO

Jun 16, 2016 Posted 15 days ago

best gmc service dept. in Alabama!

best gmc service dept. in Alabama!

ASHVILLE, AL
Was this review helpful?

 confirmed Service Customer
6> ™
 confirmed Service Customer
¥R~
M firmed Service

—)

—)

"Great service"

"Always a great
experience."

"Best GMC
service dept. In
Alabama!"

CaréGurus



Promote Review Count: More Reviews
Lead to Higher Conversions

Conversion Rates Increase With Review Count
4.5%
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Offer Printed Materials to Remain Top
of Mind With Shoppers
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Building a Pipeline Helps Boost Review

Nice dealer

Will recommend!

]

Friendly salesmen.

Great service!

<
¢
@_ Exceller
g
<

CarEGurus



Dealerships Are the Most-Reviewed
Local Business Type

~ o) 1. Auto dealers 4. Auto repair
2. Bars 5. Storage

@ 3. Restaurants

CarEGurus

Source: Whitespark



Aim for Clear Communications in Every
Shopper Interaction

CarEGurus



Make Customer Satisfaction Integral to
Every Sale

amor | AR

review

A OR
scores of
2or5 ) 0.0 0.0 ¢
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Inquire Whether You've Done Enough
to Deserve a Positive Review

« Was this experience everything you were hoping
for?

* |s there anything we could have done better?

 Would you recommend us to friends and
family?

ooooooooooooooocoooo@Gr\@ur‘us®



Ask for the Review at Point of Sale

If you're satisfied with the service
you received today, can | ask you
to review us online?

oooooooooooooooooooo@op@ur\us®
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Make Review Reminders Part of Your
Follow-Up

Reviews mean a lot to
us. If you're happy with
your shopping
experience, would you
mind writing a review?

CaréGurus




Automate Email to Engage Customers
Post-Sale

1-2 Weeks

CarEGurus



A/B Test Review-Reqguest Messages

CarEGurus



1. A large majority of
shoppers read reviews to
make informed decisions

Overview: How 2. Many shoppers demand

Reputati()n high review scores in
order to do business with
Management a company

Fnhances Sales 3. Taking control of

reputation management
and I—Oyalty can repair and enhance

your image

4. Bringing in more reviews
compounds the benefits

CarEGurus



Reputation Management Takeaways

of consumers
9 2% rely on the
transparency that

reviews provide

CaréGurus

Source: BrightLocal



Reputation Management Takeaways

70%
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Reputation Management Takeaways

Respond professionally
to all reviews,

positive and negative.
When dealing with
negative reviews, do
your best to make
things right.

Response:
We're very sorry to
hear about your
experience with us. %

CarEGurus



Reputation Management Takeaways

Please be sure to Ask shoppers to
eave us areview review you at point
-~ 0  of sale, and follow
up post-sale to
encourage even
more reviews to
come In.

. |

1
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THANK YOU

The recorded webinar will be available for 12 months at

You will receive an e-mail when it is available.

Email additional comments/questions to

%mryvgﬁ TRA INING
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http://www.autonews.com/powertraining
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