
BE THERE
On average, nearly two-thirds of sales leads1 come in via phone call. Don’t let them pass you by. When you do 
connect, make sure the information you give matches what caught their eye online. Respond to emails, chats, and 
texts as though the customer was in front of you asking the same questions. “Cut and paste” responses can turn a 
prospective buyer off.

Respond to emails, chats, and texts as though the customer was in front of you asking the same questions. Research 
shows that buyers are three times more likely to keep engaging with your dealership if your response time frame 
ranges from 10 to 30 minutes. And remember, personalization really makes a difference. If you use a “cut and paste” 
response, customers start to feel a disconnect.

BE CONSISTENT WITH PRICING
Customers don’t appreciate a surprise. Inconsistent pricing details between third-party websites, your dealership 
website, and your sales team can erode trust past the breaking point. Be transparent about how your pricing is 
derived, what’s included, and what F&I options you offer.

Especially with today’s record prices, consumers can be wary about the actual value of the vehicle they’re 
considering compared to the deal they’re offered. They want to know how the price was derived and what fees are 
included (or excluded). The same goes for a trade. If a customer has researched their trade value on a third-party 
site, they expect to hear the same value at the dealership.

LISTEN TO THEIR CONCERNS
Take the time to listen to their concerns.2 By asking these five questions when you have your first conversation, you 
can prove that you intend to be the best advocate for your customers. If you know how to overcome the four most 
common customer objections, you can help them reach a decision on their terms.

Customers are much further along in the process than they used to be when they contact a dealership. They do not 
want to feel like they’re back at square one when they reach out to speak to someone at your dealership. If you focus 
on building trust right away, potential buyers will feel like they made the right choice.

Subscribe to our Accelerate Dealer Blog to get 
more buyer insight delivered straight to your inbox!

Imagine the advantage you would have if 
you knew the secret that makes a customer 
purchase from one dealer instead of another. 
The good news? We do.

The first contact a buyer has with your 
dealership plays a huge role in their decision. 
How can you build trust from day one?

THREE WAYS  
TO BUILD 
TRUST WITH 
CUSTOMERS

1. https://foureyes.io/learn/the-2020-automotive-dealer-benchmarks-report
2. https://gwcwarranty.com/dealers/accelerate-blog/2020/may/18/your-game-plan-for-overcoming-the-4-most-common-customer-objections
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