Consumer Insight Panel
- COVID-19 Edition:

Your guide to car buyers’
wants and needs in the
‘new normal.’
#AdvertiseSmarter

2020 continues to be a rollercoaster year.
We’ve all had to adapt and make significant
changes to even the simplest, every day ways
we live and work.
As this ‘new normal’ continues to shift and evolve, our 7-point guide to car
buyers’ wants and needs in the ‘new normal’ will help you understand what
role the virus is playing in people’s decisions to buy a car.

The guide includes analysis on car buyers’ preferences to:
Delay or continue with their purchase. 
Choosing between new vs. used.
Changes in price point of car.
Preferred dealer contact method.
Most wanted in-dealership experience.
Plus, our key recommendations for how you
can adapt further to these changes.

Methodology
The eBay Motors Group Consumer Insight panel is
an online survey of 529 car buyers on Motors.co.uk,
carried out in August and September 2020.
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Insight #1

The majority of buyers will go ahead
with their purchase as planned
77% of in-market buyers will continue
with purchase
Encouragingly, our survey revealed that over three quarters of buyers
(77%) said their plans to buy a car have not been affected by the
pandemic, with only 12% saying they were putting these plans on hold.

12% who were not planning to buy a car
are now looking
There is also evidence of new buyers coming into the market, with a further 12% of respondents who were not planning to buy before lockdown
now actively looking to make a purchase.

Has the COVID-19 situation had
an impact on your decision to
purchase a car?
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77%

No, I would be buying
a car regardless of the
COVID-19 situation

12%

12%

Yes, I was not planning
to buy a car before the
COVID-19 situation and
now I am

Yes, I was planning to buy
but have now decided not
to/delay my purchase

Insight #2

Budgets are mostly unaffected but there are signs
of some uncertainty
The majority of buyers also said the current situation was not having an effect on the type or value of
the car they would be buying. 78% of people would continue to buy used and 82% plan to spend the
same amount on a vehicle.
However, unsurprisingly, there are signs that economic uncertainties are on peoples’ minds, with 13%
of respondents saying they would switch from new to used and 11% saying they plan to spend less or
buy a smaller car than they might have done without the pandemic. Conversely, 7% of respondents
claim to be planning to spend more on a vehicle to ensure reliability or to have a better car.

82%

Has the COVID-19 situation had an impact on the
value of the car you intend to purchase?

11%

4%

3%

No, I am planning to

Yes, I am planning to

Yes, I am planning to

Yes, I am planning to spend

spend the same on a

spend less on a vehicle/

spend more on a vehicle

more on a vehicle as I am

vehicle regardless of

buy a smaller vehicle than

as I want it to be newer/

going to be using it more

the COVID-19 situation

I otherwise would as I am

more reliable

and I want a better car

concerned about my job/the
wider economy
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Insight #3

The desire to avoid
public transport is a
significant influence
now on a decision to
buy a car

How significant is a desire to
avoid using public transport as
much as possible an influence
on your car purchase? 

16%

Over a quarter of respondents said that avoiding public
transport was a significant influence on their decision to buy,

15%

Somewhat
significant

16%

Neither

8%

Somewhat
insignificant

21%

15%

and either local or national lockdowns, we see this impact
‘bubbles’.

Very
significant

12%

As we are set to continue to be affected by spikes in the virus
buyers’ motivations and desire to be in their own transport

11%

16%

15%
7%

with 16% still undecided. 

8%

This is much more of a priority for women with children at
home, with 36% saying it’s a significant motivator to buy a
car (vs 26% of men with children). Dealers can play a role in
guiding these buyers through their purchase as these macro

26%

for men with
children in the
household

50%

49%

Not significant
at all
41%

36%

for females with
children in the
household

All
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Female

Male

(with child in (with child in
household)

household)

Insight #4

Most buyers still
want to visit a dealership*
The dealership interaction and being able to view cars in person remains very
important to buyers, with 80% saying they will ‘definitely’ or ‘probably’ visit a dealership
during their next purchase, despite the current pandemic. Only 12% are reluctant or
actively seeking to avoid the in-person element.
As dealerships across the country have worked hard to adapt their businesses and
adhere to social distancing and other government rules, our research appears to
indicate that these changes are going some way to reassuring buyers.
How much importance will you give to visiting a dealership at
some stage during your next purchase?
56%

80%

of buyers want to
visit a dealership

Only 6%
will definitely not
24%
8%

I will definitely
want to visit a
dealership

I will
probably
visit a
dealership

I have yet to
decide

Source: eBay Motors Group Consumer Insight Panel, September 2020.
*Please note: research conducted prior to national England lockdown, whilst dealerships in most of UK were open.

6%

6%

I will
reluctantly
visit a
dealership

I will definitely
not visit a
dealership if
I can avoid
doing so

Insight #5

Most buyers prefer to contact dealers
by telephone - but younger buyers opt
for WhatsApp & email.
The immediacy provided by a telephone call is the preferred
dealer contact method picked by 39% of all respondents,
followed by walk-in and email.
However when delving into demographics, we can see that the
time poor, cash rich, 25-34 buyers prefer email - allowing for
enquiries to be made outside of working hours. However, 18-24
year old buyers appear to favour text or WhatsApp, as a way for
them to make a instant enquiries on the move.

Overall
telephone
is preferred
method

35% of 25-34’s
prefer email
contact
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12.5% of 18-24
chose text/
WhatsApp

Thinking about when you have found a vehicle that’s right for
you, what is your preferred method of contacting a dealer?

45.1%

43.1%
40.0%
35.1%

32.4%
20.4%

17.5%

38.8%
34.4%

32.5%
27.5%

25.8%

17.9%

19.7%

4.1%

8.2%

Email

10.8%

5.3%

11.4%
8.2%
2.0%

1.6%

Live Chat

18-24

25-34

30.3%

18.9%
12.5%

2.5% 2.7%

24.5%

26.0%

Telephone call

35-44

45-54

0.8%

Text message /
Whatsapp
55-64

Walk-in

65 or above

39.1% 38.7% 39.5%
28.0% 28.6% 27.5%
21.7% 21.8% 22.1%

4.0%

5.9%

3.4% 4.2%

Email

Live Chat

Telephone call

Total
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Female

5.9% 5.7%

Text message /
Whatsapp
Male

Walk-in

Insight #6

Consumers expect a fast
response to their email /
text enquiries

93%
expect a response
within 24 hours

42%
expect a response
within an hour

With the online research process helping
people to get buyer-ready, they certainly
expect dealers to respond to their emails
or text enquiries quickly once they are
ready to make that next step.

Source: eBay Motors Group Consumer Insight Panel, September 2020

Assuming you send an email or text message to a
dealer, how quickly do you expect a response?

50.3%

34.7%

7.7%

Within 15
minutes

5.4%

Within 1
hour

Within 24
hours

Within 48
hours

1.9%
Longer

Almost all buyers expect a response within 24 hours or less
(93%) with 42% expecting a reply within an hour. Email and
text are seen as fast routes to getting the information buyers
need to progress their sale and nearly 8% said they expected
a response with 15 minutes. With any lockdown causing the
closure of dealerships, email and text are set to become
increasingly important communication channels.
Source: eBay Motors Group Consumer Insight Panel, September 2020

Insight #7

Comprehensive disinfection
and cleaning protocols
are more important than
reduced prices for today’s
car buyers
A third of buyers said that ‘comprehensive car cleaning to make sure it’s
completely disinfected’ is the most important service to increase their
confidence to buy, followed by a reduced price (20.6%).

33%

chose comprehensive
cleaning & disinfection

21%

picked a
reduced price
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8%

chose a free
return period

What type of services would increase your confidence
to buy a car under the current circumstances?

After the two most important factors of disinfection of vehicles and price, all other
services, came much further down buyers’ list. Convenient and flexible services,
such as free return periods (e.g 30 days) were chosen by 8% with almost 6%
choosing home delivery.
It’s important to note that female buyers rank cleaning and disinfection higher than
their male counterparts with 61% stating it was one of their top 3 considerations.
Remote services and inspection as well as home delivery were also more important
to females looking to buy their next car.
33.1%

20.6%
8.1%

6.4%

5.7%

4.9%
4.2%

Comprehensive car cleaning to ensure it is completely disinfected

1.9%

2.5%

0.4%

0.2%

0.2%

Safe independent payment solution when buying online

Reduced price

Buy-back guarantee of your car (e.g. within the first 6 months against a guaranteed price)

Free return period offered by the dealership (e.g. 30 days)

Video call with seller to get live walkthrough of the car

More attractive financing options (e.g. 0% interest for the first 12 months)

Digital contract signing to minimize personal interaction with the dealer/seller

Home delivery

Digital or remote registration options

Remote inspection done by reliable party

Car monthly subscription option that can be stopped anytime

The 7 big takeaways
1

Whilst most buyers are planning on going ahead with their vehicle purchase as planned,
dealers need to provide reassurance of the sanitisation process they use and also guidance
and a place to start to those who are new to car buying as a result of COVID-19.

2

Macro economic factors are increasingly part of decision making. Buyers need to feel
they are getting a good value and may be willing to pay more for reliability, as long as it’s
still within their budget.

3

Car buyers are increasingly motivated by a desire to avoid public transport, especially
female buyers. Understanding these psychological needs and matching them to a vehicle
features such as suitability for commuting, city emissions, family activities and the school
run is key.

4

Most buyers want to continue to visit showrooms*. Those dealers who can be flexible in
their approach and combine comprehensive online information and services alongside a
reassuring offline experience will be best placed to secure future sales.

5

Telephone is the preferred contact method but email is increasingly important as
lockdowns cause disruptions to opening hours. Make every contact count. Monitor the
quality, and consider email an extension of your sales process and dealer brand.

6

Speed of response for buyers is king. Having a robust contact management strategy will
help you respond within the expected 24 hours, whilst managing enquiries that need a
response within the hour or less.

7

Telling and showing car buyers how you are preparing and cleaning your vehicles
really matters. There’s also opportunities to offer new services as a result of
COVID-19 and this only looks set to continue.

Source: eBay Motors Group Consumer Insight Panel, September 2020.
*Research conducted prior to national England lockdown, whilst dealerships in most of UK were open.

Cost effective leads from
millions of buyers across
multiple sites
The eBay Motors Group brings together eBay Motors, Gumtree Motors Motors.co.uk
and the eMG partner network brands, to help dealers of all sizes reach buyers reach
millions of buyers quickly and easily throughout their journey, all through one contract.
It’s the cost effective and digitally smarter way to advertise that’s in tune with how
people buy vehicles today.
For more information:
Visit ebaymotorsgroup.co.uk
Email support@ebaymotorsgroup.co.uk
Phone 0203 966 2700
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