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Following the government's recent announcement of a second lockdown in England, 
combined with the restrictions already in place across Scotland, Wales and Northern 
Ireland, UK dealers are facing the prospect of having to run their sales businesses 
virtually. Email enquiries are set to rise and our top tips are designed to help you 
manage these effectively.

Top Tip #2: Response times matter
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50% of in-market buyers expect a response to an email or text message within 24 hours, 
while over a third (35%) expect to hear back within just one hour.2 We suggest the latter 
should be your benchmark - 24 hours gives buyers time to find answers elsewhere.

Top Tip #1: Get focused on email

In the first lockdown, email overtook phone between March and May 20201 as buyers still 
wanted to make enquiries when dealerships were closed. This balance switched once 
dealerships could fully open, so being nimble and having robust in-bound lead channel 
management in place is key.
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Top Tip #3: Make a good impression

There are some easy wins to be gained by having processes in place to 
manage email responses.

• Set up auto-responses. Show customers their email query is important and will 
be responded to in a set time frame. Add alternate contact methods and links 
to social media and your website.

• Show you value what customers think by adding testimonials to your auto-
response, links to your profile etc.

• Personalise your responses. This is your opportunity to engage with 
customers. It costs nothing except time and will leave a strong impression as a 
retailer who pays attention to detail.

• Look professional. Your dealership should have a signature 
template which includes the company logo, your name and job title.

• Consider every touchpoint. If you are responding from a mobile phone, then 
don’t use the default auto-signature, personalise it with your name, the 
dealership’s name and your job title.

• Spell and grammar check responses before sending them.
• Offer to send a video if the query is about a car you have in stock.

Top Tip #4: Offer to follow-up emails with a phone call

Keep your communication channels open. When emailing customers give them 
the option of phoning you if they have any further queries. This is all part of 
building a rapport and showing you care.

Assuming you send an email or text message to 
a dealer, how quickly do you expect a response?
% of Motors.co.uk respondents, August/September 2020, n=529

For more help and advice, please contact your account manager.
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