
Clicks and Mortar

Nick King

Insight Director

Auto Trader





Process & Methodology

1,000 
emails

500
calls

150
visits

Comprehensive mystery shopping program

Auto Trader data analysis of all 13,000 UK retailers
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25% of retailers did 

not reply to the lead at 

all.

Only 25% invited 

the customer to the 

retailer



Only 28% had to wait for a sales exec

Only 18% had to wait more then 5 minutes



62% 
introduced 

themselves by 

name…
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52% 
took an email address…

15%
took no details!



Jobs not journeys



Passive 

data
Skype depths Quant survey

100 people 

buying soon

20 people 

actively 

looking

1,316 buying 

soon or bought 

recently 



More than one in three would have bought a car 

sooner if they hadn’t experienced any issues



Where do 
I start?

Am I
ready?

Am I
ready?What

do I
need?

How
much
can I
afford?

Is it 
right for me?

Am I
ready?

Is it right 
for me?

Retailer



“People underestimate 

how hard it’s going to 

be…”



the number of jobs 

people think need to 

be done when buying a 

car

4 or 5

the actual number of 

jobs to be done 

when buying a car



What do I need?

Size of vehicle

Brand

Specification

Trim level

Car type

Fuel type

Warranty

New or Used

Needs

What can I afford?

Monthly repayment

Understanding
Finance jargon

Servicing costs

Tax

Insurance

Fuel economy

Purchase or lease

Part-exchange value

Budget

Is it right for me?

Validating 
choices

Expert reviews

Owner reviews

Will it fit in garage?

Is it easy to drive?

Do I need add-ons

Seek advice from 
friends/family, 
forums

Am I ready?

Buy

Find a trustworthy
retailer (retailer  
reviews)

Visit Retailer

Test drive

Negotiate deal

Prepare for haggling?

Check documentation/

service history

Understand warranty/
Gap insurance



Hard to find inspiration

High cognitive load

Difficult to compare

Lack of transparency

Online experience

Retailers

Decision anxiety



Section title
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Ease

Simplicity

Speed

Transparency



new car considerers say 

‘a few brands they’d buy 

from’

…33% don’t care as long as car suits needs

People are very open to influence



Has car buying got more difficult or 

easier?

think car 

buying hasn’t 

changed

… 14% say it’s got harder



So, what are the triggers? 



just felt like a 

change

a change in lifestyle14%



More than half don’t know 

where to start





The Anchor car

Total New considerers

My current car 42% 46%

A car I’ve seen out and about 32% 34%

A car I’ve had in the past 20% 20%

A car I’ve seen a review of (written, online, on TV 

show)
18% 19%

A friend / family member’s car 16% 14%

A car I’ve seen an advert for 14% 17%

A car I’ve hired previously 5% 4%

86%
have a car in mind 

that they’re 

comparing against

91%
if considering only 

new cars



Can we use the tech to find the anchor and inspire?



Where do 
I start?

Am I
ready?

Am I
ready?What

do I
need?

How
much
can I
afford?

Is it 
right for me?

Am I
ready?

Is it right 
for me?

Retailer



Am I
ready?

Am I
ready?What

do I
need?

Is it 
right for me?

Am I
ready?

Is it right 
for me?

Retailer

Where do 
I start?

How
much
can I
afford?

What can I afford?

Monthly repayment

Understanding
Finance jargon

Servicing costs

Tax

Insurance

Fuel economy

Purchase or lease

Part-exchange value

Budget



Over 80% of people are 

worried about hidden costs or 

‘catches’
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find it difficult to work out 

the running costs

80% 



Price transparency

Understanding full 

ownership costs

Prepare them for the 

retailer conversation

Section title
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Ease

Speed

Simplicity

Transparency



Where do 
I start?

Am I
ready?

Am I
ready?What

do I
need?

How
much
can I
afford?

Is it 
right for me?

Am I
ready?

Is it right 
for me?

Retailer



Am I
ready?

Am I
ready?What

do I
need?

Is it 
right for me?

Am I
ready?

Is it right 
for me?

Retailer

Where do 
I start?

What do I need?

Size of vehicle

Brand

Specification

Trim level

Car type

Fuel type

Warranty

New or Used

Needs



Section title
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65%
think the 

choice is too 

complex
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3 models – 12 versions



10 models – 20 versions



8 models - 27 versions



5 models – 11 Versions – Q2 has 20 trim & engine combinations alone!



No longer a choice of 4 but now over 

100 models





Buyers want to 

compare new and 

used cars in the 

same place 0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

18-24 25-44 45-64 65+

% Experienced pain as unable to compare new and used 

in the same place

Age Group



Comparisons aren’t done in an intense 

& focussed period of time, buyers are 

“snacking”.



Any Time

Any Where

Any Device



So what should we do about it?



Allow easy comparison between new,  

used and different makes

Reduce cognitive load by simplifying choice 

Clear signposting to help the user 

understand where they are

Section title

Ease

Speed

Simplicity

Transparency



Where do 
I start?

Am I
ready?

Am I
ready?What

do I
need?

How
much
can I
afford?

Is it 
right for me?

Am I
ready?

Is it right 
for me?

Retailer



Am I
ready?

Am I
ready?What

do I
need?

Am I
ready?

Is it right 
for me?

Retailer

Where do 
I start?

How
much
can I
afford?

Is it 
right for me?

Is it right for me?

Validating 
choices

Expert reviews

Owner reviews

Will it fit in garage?

Is it easy to drive?

Do I need add-ons

Seek advice from 
friends/family, 
forums



48

90%
worry about 

Making the wrong 

decision



Where do 
I start?

Am I
ready?

Am I
ready?What

do I
need?

How
much
can I
afford?

Is it 
right for me?

Am I
ready?

Is it right 
for me?

Retailer



Am I
ready?

What
do I

need?

Am I
ready?

Is it right 
for me?

Where do 
I start?

How
much
can I
afford?

Is it 
right for me?

Am I
ready?

Retailer

Am I ready?

Find a trustworthy
retailer (retailer  
reviews)

Visit Retailer

Test drive

Negotiate deal

Prepare for haggling?

Check documentation/

service history

Understand warranty/
Gap insurance



Retailers play a huge role in helping people progress

Bought New Bought Used

Speaking to a helpful retailer 34% 26%

Being offered a good deal from a retailer 32% 28%

The exact car being in stock 29% 22%

Having more information on the spec of the car 21% 18%

Using a good comparison website 15% 18%

Not having to haggle 18% 22%

Advice from a friend / family member 15% 20%

Having clear and transparent finance options 21% 10%

Being able to filter better 12% 9%

86%
who bought new

were helped to move 

forward in one way or 

another

only 

72%  
who bought 

used

VS.



What do they want to know?

52
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Dealership

52%
just walk in



Section title
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44% had a full walk-around static demonstration 

58% invited to sit in the vehicle 

43% had features and benefits explained



Section title
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Only 47% had a clean, 

tidy car to test drive…



22% 
not offered a 

test drive at all…



What do Netflix, mattresses and sex 

toys have in common?
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Risk



Endowment effect



















1.7 seconds per content



Impatience



Impatience



86%
say it needs to improve

3 in 4
bored of the process

1 in 4
unlikely to finish want to see availability



How long before 

online really takes 

off for car buying?



What do 

people do 

online?

What do 

they do at 

retailers?



83%

81% 60%

75%



27% would buy a used 

car online 31%would buy a new 

car online



43%
18-34s

34%
35-54s

17%
55+

would buy a new 

car online



A demonic 

invention that 

will rot the mind 

and needs to be 

stopped

79
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Intellectuals 

warned people 

would stop talking 

to each 

other…polluting 

their minds with 

useless, fatuous 

ideas



Section title

81



So it really could happen but as 

with cash and differing 

ownership models, it will 

compliment not cannibalise…



83

45%
would buy new 

online because 

it’s easier to 

compare deals



50%
would buy new 

online because of 

ease and 

convenience

84



44%
would not buy new online 

because they would not 

be able to test drive

68%
would not buy new 

online because they 

don’t want to make large 

purchase without seeing 

it



74%
Said they 

wouldn’t want to 

buy a car without 

speaking to a real 

person

86
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64%
Would look in person if 

it’s worth the money

56%
Would look in person to see 

how looks in real life



They’re not making the final 

decision, but what will they 

do without talking to a 

retailer? 



82% 80%
75% 73% 71% 69%

44% 42%
38%

Make a

short list of

possible cars

Decide

budget

Look for the

best deal

possible

Check if car

available

Look into

car finance

options

Check

logistics

(e.g. if will

fit in garage)

Negotiate

deal

Complete

the

purchase

See car in

person / test

drive

What car buyer are happy to do without dealership



50% 50%

32%

51%
48%

28%

47%

41%

25%

18-34 35-54 55+

Negotiate deal Complete the purchase See car in person / test drive

What car buyer are happy to do without dealership



What could do the jobs 

people currently do at a 

retailer?
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Hi there,

Looks like you’re trying to 

write a letter…

Would you like me to help?



When a chat window pops up on a retailers website…

Agreement with statements 

40% 
Think it’ll be 

hard to speak 

to a real 

person

38% 
Find it 

annoying



72% 69% 75%
64%

71%
80%

17% 17%
16%

16%

18%
16%

11% 13% 9%
20%

11%
4%

Total Men Women Age… Age… Age…

AI system

Both equally

Human advisor

Who do you trust more  to recommend a suitable car?



Reassure  

me Make me 

confident

Give me 

trustworthy 

advice
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If de-humanisation is a long way off, what role 

can tech play in the nearer future?



Almost half 
of future car buyers trust AI to 

find the best deal available



Only 1 in 5   18-34’s 
would trust AI that asks about 

your needs and analyses your 

personal data 
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It’s all getting a bit personal…



AI is good for rational not 

emotional jobs 





Section title

103





Section title
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30%

16%

5%

45% 44%

36%

25%

40%

60%

18-34 35-54 55+

Is a VR test drive all you need?

Yes, I'd want to do this instead

Yes, but with real test drive

No, I wouldn't want to do this



Barriers to VR test

39%

31%

31%

20%

19%

19%

18%

18%

9%

Can't get a real feel for how the car drives

Doesn't reflect real driving conditions

Can't judge how the car feels to sit in

Can't get a real sense of how big the car feels

Can't actually try the features

Difficult to get a sense of the actual space in the car

Can't tell how quiet/loud the car really is

Can't see how the car really looks

Wearing a headset feels awkward / clunky





What job are they doing?



110

In 2018, 42 of the 

world's 50 most violent 

cities were in Latin 

America. 





Technology hasn’t yet found its 

role in fixing the pain

What can you do now to start 

making a difference?



Transparency around price is 

holding people back from 

buying cars online



agree that car 

prices should be 

clearer

88% 

think that it’s difficult to 

work out the actual price 

you’ll pay

75%

feel they often see the 

same / similar vehicles at 

different prices

73% 

feel car prices are deliberately 

confusing

59%

don't trust the price 

advertised and expect 

hidden fees

66%

Price 
transparency 
within the 
industry is poor



Half of 18-34s think 
they’ll end up paying 
more, linked to trust 
caused by lack of price 
transparency

Amount expected to pay vs advertised price – by age

50%

55% 62%
50%

35%

18%

18-34 35-54 55+

Expect to pay less Expect to pay more



HagglingHaggling



46%

31%
33%

26%

20%
18%

20% 21%

59%

38% 37%

30%
28%

18%

14%

9%

63%

51%

41%
37%

33%

20%

6% 6%

It feels awkward They don't think

they're good at it

They don't think it'll

work

They don't know

how

It's not very 'British' It's not the done

thing

It's old-fashioned It's unfair on the

dealer / seller

Haggling reluctance

18-34 35-54 55+



People are reluctant to pay full price for anything
Methods of getting a deal

23%
20%

42%

30%

17% 17%

23%

15%

8%
13%

9%

22%

34%
37%

42% 42%
37%

45%

22%
18%

40%

50%

61% 62% 60%
56% 55%

65%

59%

49%

27%

25%
21%

20%

18%

12%

0%

25%

50%

75%

Used car House / flat New car Mobile phone contract Sofa Television Computer / laptop Mattress Clothing

Ask for something extra to be thrown in Look for a discount code/voucher

Wait for a sale/special offer Haggle over the price



2 in 3 below 55 say they are less likely to haggle if cars are sold 

online…Important, but what would make that possible?

64% 62%

46%

22%
28%

38%

12% 10%
16%

18-34 35-54 55+

Agree Neither Disagree
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27% 22% 19%

90% 89% 87%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

  18-34   35-54   55+

Discount importance : New Car

Look for a discount code/voucher NET Some form of discount

Everyone wants some kind of discount and over a quarter of 18-34 look 

for a voucher…



33%
27%

10%

49%

35%

24%

0%

10%

20%

30%

40%

50%

60%

  18-34   35-54   55+

Wait for a sale/ special offer

Used car New car

Half of younger buyers will wait for a sale / special offer before buying a 

new car and third of 35-45
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…so people know 

they’re getting the best 

deal available, without 

needing to haggle 

Only systemic 

change will have an 

impact 

Prices need to be 

clear, consistent and 

comparable…



Jobs not journeys



Jobs to be done make 
people ‘showroom-
ready’.



Right car

Right retailer

Right time
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Only half 
where asked 

if they wanted to 

buy the car



Retailers will remain 

crucial to the 

purchase

Clear need for a seamless, 

omni-channel experience.



Choose the 

journey that’s 

right for them.

Flexible enough and 

'blended' enough
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c.70% 
of consumers’ time is 

spent online

c.85% 
of retailer’s spend is 

offline



1 in 3
would buy a car more 

often if it was easier

How?

It’s not AI or  VR, its 

simply transparency.



Thank you!
@nchking

@atinsight

Nick.king@autotrader.co.uk


