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Opportunity open online for dealers, Cox finds
LINDSAY VANHULLE � � �

A new study explores customers' preferences toward digital retailing and the barriers to
adoption that remain.

Consumers' satisfaction with the experience of buying a vehicle is growing, and so is their
interest in handling more parts of the process online.

But retailers largely are not ready to meet customers' increasing digital demands, a new survey
found, while changing consumer interest is creating more opportunities for dealerships to
improve their digital retailing capabilities.

Those are some of the takeaways from a Cox Automotive study being released Monday, Jan.
25, that explores customers' preferences around online retailing and the barriers to adoption
that remain.

"We're definitely heading in the right direction, and dealers say that they are committed to
making changes to their processes to help get us there," Sonia Kher, manager of research,
market intelligence and pricing for Cox Automotive, told Automotive News.

WHAT THE STUDY FOUND

Among the takeaways from a new Cox Automotive digital retailing survey of consumers and franchised dealers: 

Source: Cox Automotive 2020 Digitization of End-to-End Retail Study

69% of dealers added at least 1 online step because of COVID-19�

74% of dealers say consumers' use of digital retailing tools has increased during the pandemic�

61% of dealers say less time spent on a sale is a benefit of using digital retailing products�

84% of consumers and 79% of dealers say digital retailing creates a more seamless buying experience�

43% of dealers say they are afraid a customer will walk away from a deal if the price shown online is too high — the top barrier to adoption of digital
retailing tools — but 76% of consumers say they would not

�

78% of dealers say they're willing to change store processes to meet consumers' digital expectations�



In August, Cox Automotive surveyed 1,859 consumers ages 16 to 64 who intended to buy a
vehicle within the next 12 months for its 2020 Digitization of End-to-End Retail Study. In
addition, Cox polled 462 franchised dealerships that offer digital retailing. The dealerships
surveyed were not limited to Cox Automotive customers, the company said.

Consumers said their interest in completing more pieces of a vehicle purchase digitally has
increased since 2017, with the biggest jumps around finalizing the price of a vehicle and
reviewing and signing the final contract, according to the survey. Yet consumers' online
shopping preferences aren't always in sync with their buying behavior, the survey found.

The biggest gaps between what consumers want to do online and the steps they actually
complete online are related to financing applications and approvals and choosing finance-and-
insurance products.

Kher said those gaps could be because a dealership doesn't offer those steps online or
because a consumer isn't aware that they're available.

The insights, particularly around the financing components, could provide dealers an
opportunity to examine their own processes, she said.

Just 1 in 3 dealerships offer all of the purchase steps online, according to the Cox study.

The most commonly offered steps are those that happen early in the process, including
researching information on incentives and calculating payments.

Yet 80 percent of franchised dealerships surveyed said they plan to implement more digital
purchase elements in the next year or two, with features that allow customers to review and
sign paperwork among the most popular steps in the works.
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