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Auto Trader data analysis of all 13,000 UK retailers

Comprehensive mystery shopping program

1,000 500 150

emails calls visits
= AutoTrader




& SECUTITY Advice

: AUtOTrG de r Buying new & used Sellyour car Car reviews & more Finance, insurance & more

< Your enquiry

5 (y Contact Quality Part X Ltd Edmonton about this PORSCHE
2 O of retailers did Cayman 987

Please select areason for your enquiry.
not reply to the lead at

a I I I'd like to book a test drive Is it still available? I have a question

First name

e.g. John ,' d

'Ib

Last name _.
{r.

Only 25% invited o

Email

the customer to the
retailer

e.g. name@email.com

Phone Number (Optional)

e.g. 0777 000 000 AT

I raneant tamu dataile hainn eant tn the eallar ind their nartnare en that theaw



Only28% had to'wait for a sales exec
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62%

introduced
themselves by
name...

= AutoTrader




52%

took an email address...

15%

took no details!

= AutoTrader
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Existentialist
Crossword Puzzle
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No clues.

No correct answers.
No hope of ever solving puzzle.

Meaningless.
Just like life itself.
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Jobs not journeys

=~ AutolTrader



Skype depths

20 people 1,316 buying
actively soon or bought
looking recently




S

More than one in three would have bought a car
sooner if they hadn’t experienced any issues



Is it
right for me?

o ® Retailer

How
Where do much
| start? can |

afford?

s it right



“People underestimate
how hard it’s going to
be...”

=~ AutolTrader



the number of jobs
people think need to

I(c:)aerdone when buying the actual number of

jobs to be done
when buying a car

= AutoTrader




T(] D(): Needs

Size of vehicle

TODO: Budget T0D0: vaiidating | TODO: Buy

choices

What can | afford? s it right for me? Am | ready?

Find a trustworthy
retailer (retailer

Understanding Owner reviews reViEWS)
Finance jargon et i
iNance jargo Visit Retailer

Monthly repayment Expert reviews

Brand

Specification

- Will it fit in garage?
Servicing costs GRIE6

Test drive

Trim level s it easy to drive?

Tax

Car type Do | need add-ons Negotiate deal
Insurance

Seek advice from Prepare for haggling?

Fuel economy friends/family, Check documentation/
forums

Purchase or lease service history

Fuel type
Warranty

New or Used
Part-exchange value Understand warranty/

Gap insurance

= AutoTrader






e 45-64 65+

e 75-44

- 18-24

Agerange(years)

100%

100%

90%
80%
70%
60%
50%

90%
80%
70%
60%
50%

INIOd NIVd d3JON3Id3dX3 3OVINIDOA3Id

40%

Not understandingjargon

Not knowing what
questions to ask

Bored of process

Adverts notremoved
when cars sold

Seeing something new and having
tochange my mind / start again

Unable tocompare new and
usedcarsinthe same place

Don'tknow how to inspect
the car/ what to look for

Can'tsee the 'real' price /
monthly payments forthe car

Difficult to work outrunning costs

Too many different
things tocompare

Unable to compare different
makes / models side-by-side

Feels like going back and forth

Having to haggle

Can't see the availability
of the carlwant

Disappointed with what |
could get formy money

Feeling hassled by the cardealer

Unclearinformation around
features of vehicles

Conflicting reviews

Onlineinformation not accurate

Worry about making
wrong decision

Reviews or ads being misleading

Hidden costs or 'catches'

Not knowing if
informationis accurate

Not knowing whether to
trustadealer / private seller

Worried about being 'ripped of f'



Transparency

= AutoTrader



People are very open to influence

new car considerers say
O ‘a few brands they’d buy
O from’

= AutoTrader



Has car buying got more difficult or

easier?
think car
O buying hasn’t
O changed

=~ AutolTrader

UBER



So, what are the triggers?

=~ Autolrader



just felt like a
change

a change in lifestyle

= AutoTrader
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More than half don’t know
where to start

=~ AutolTrader
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The Anchor car

Total New considerers
My current car 42% 46%
m 6 0/ A car I've seen out and about 32% 34%
o A car I've had in the past 20% 20%
A car I've seen a review of (written, online, on TV 18% 19%
show)
9 1 o/ 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%




Can we use the tec

= AutoTrader

Buying new & used

RRP e
w30 eason XTI

JEEP WRANGLER 2.2 MultiJet I
Overland Auto 4WD (s/5) 4dr

SUV | Automatic | 2.2L | Diesel

BRANDNEW - INSTOCK

Sellyour car

Car reviews & more

RRP e
se585  £23927 [EXZHN

ABARTH 5951.4 T-Jet EsseEsse 70th
3dr

Hatchback | Manual | 1.4L |
Petrol
BRAND NEW - INSTOCK

\_

Sellyour car easily

Every 60 seconds someone chooses to sell on

Auto Trader

Registration

oy66 gue 14000

Mileage

Car buying essentials

What's it worth?

Getafree valuation. Sell or
part-exchange your car at the
right price.

Getvaluation->

Carinsurance

Compare carinsurance and
save up to £283° with Compare
the Market.

Getaquote

Finance, insurance & more

RRP
essss  eaer  (EXTHE

PEUGEOT 5008

SUV | Manual | 1.2L | Petrol

BRAND NEW - IN STOCK

- Trustpilot I« 2

Car finance & loans

Discover how muchyou can
borrow and find the right
package foryou.

Getaquote—>

RRP.

asas 15020 [EESER

FIAT5001.28V Rock Star (s/g) 3dr

Hatchback | Manual | 1.2L |
Petrol
BRAND NEW - INSTOCK.

Check a car’s history

Have complete peace of mind
before you buy your next car.

start check >

Sellmy car

=~ Autolrader

h to find the anchor and inspire?

= AutoTrader

@ Vehicle details @ ‘Your advert

@ Enter the basic details about the car you want to sell

E QY66GUE

Please make sure the mileage is accurate. Why this
matters?

Find details
Vehicle details found Ford Fiesta
Hatchback (2012 - 2017) MK7 Facelift1.0 TEcoBoost ST-Line (s/s) 3dr

Over the last 30 days, Ford Fiesta adverts on Auto Trader
have been viewed 3.7 million times.

14000

Fuel type Petrol
Engine size 999cc
Body type Hatchback
Colour Grey
Manual
14/09/2016

Band B (£20)

Transmission

Date of first registration
\TGX

Vehicle details not quite right?
Check your registration or make changes

Help & FAQs

@ Package & Payment




s it
right for me?

How
much
can |

afford?

Where do
| start?

s it right



How
much
can |

afford?

T(] D(] Budget

Monthly repayment

Understanding
Finance jargon

Servicing costs
Tax

Insurance

Fuel economy

Purchase or lease

Part-exchange value




Over 80% of people are
worried about hidden costs or
‘catches’

= AutoTrader



find it difficult to work out & @

the running costs

= AutoTrader




Price transparency

Speed Understanding full

ownership costs
- Prepare them for the

retailer conversation

Transparency



s it
right for me?

How
much
can |

afford?

Where do
| start?

s it right



TODO: Needs

Size of vehicle
Brand
Specification
Trim level

Car type

Fuel type

Warranty

New or Used
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QUi

= AutoTrader



3 models — 12 versions

Cars ~ Buy~ Own~ Discover Volvo ~ Support Build Used Offers Retailers Q @ ~

All SUV/ Crossover Estate/ Hatchback Saloon

we share. Offers >

Learn more » Business & Fleet >

Owner Reviews >
Our model lineup >

Used Cars »

x[40 Accessories »

SuUv/
Crossover

Starting from £53,085 Starting From £37,785 Starting From £28,965
Build » Explore > Build » Explore » Build » Explore »

=~ Autolrader



Mercedes-Maybach
S-Class

OTR price starting from
£179,245.00

GLC

OTR price starting from
£37,365.00

New GLS

OTR price starting from
£73,540.00

10 models — 20 versions

New CLA Shooting
Brake

OTR price starting from
£31,550.00

o=

New GLC Coupé

OTR price starting from
£44,125.00

G-Class

OTR price starting from
£143,370.00

C-Class Estate

QTR price starting from
£34,825.00

-

GLC Coupé

OTR price starting from
£41,020.00

New CLA Coupé

QTR price starting from
£30,550.00

E-Class Estate

QTR price starting from
£40,070.00

New GLE

OTR price starting from
£55,710.00

C-Class Coupé

OTR price starting from
£35,290.00

s

GLA

OTR price starting from
£25,500.00

OTR price starting from
£65,380.00

oz

E-Class Coupé

OTR price starting from
£41,465.00

New GLC

OTR price starting from
£39,500.00

GLE Coupé

OTR price starting from
£65,165.00

(=

CLS Coupé

OTR price starting from
£50,215.00




8 models - 27 versions

Select a BMW X model.

Be prepare hatever the day )
features a ile interior ¢ i interior

==

e

The BMW X6.

Combining the ce ( 3 oupé El g ! ) : f refinement and
; pr i [ ithout
b the norm limits

Explore the X5
— Expiore e x0




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

A6 Range (4)




No longer a choice of 4 but now over
100 models

= AutoTrader
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QPerieviowox

“ & B Fttps/Ywwew bmw.co.uk/bm w-Ccars/x-mode

Select a BMW X maodel.

The BMW X1 (2018). The BMW X2.
The BMW X1 tumns the everyday into an adventure, lts SAV proportions deliver incredible Dare to be different with the BMW X2 Featunng bold aesthetics and the latest technology,
tenor gives enormous flewbdity

THE X1 (2019).

it's perfect for those wanting to break free from the daly routine

Be prepar £
n nced connectivity and suprerne handling

- The BMW X5.

The BMW X3. The BMW X4.



% Experienced pain as unable to compare new and used
in the same place

Buyers want to

compare
carsinthe =

same place

18-24 25-44 45-64 65+

Age Group

=~ Autolrader



Comparisons aren’t done in an intense
& focussed period of time, buyers are
“snacking”.

= AutoTrader



<

Any Time Nl o

Watch @Pink or search for cars on auto
trader 999

Any Where

Any DEViCE 1,670 views

Tweet your reply

= AutoTrader




So what should we do about it?

=~ AutolTrader



Ease

Allow easy comparison between new,
Speed used and different makes

Reduce cognitive load by simplifying choice

Simplicity Clear signposting to help the user
understand where they are

Transparency



s it
right for me?

How
much
can |

afford?

Where do
| start?

s it right



Is it
right for me?

|0 I]O Valldatmg

choices

Is it right for me?

Expert reviews
Owner reviews

Will it fit in garage?

s it easy to drive?

Do | need add-ons

Seek advice from
friends/family,
forums




=90%

worry about
Making the wrong
decision




s it
right for me?

How
much
can |

afford?

Where do
| start?

s it right



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

86%

who bought N€W

Bought New  Bought Used

s el e e Speaking to a helpful retailer 34% 26%

forward in one way or Being offered a good deal from a retailer 32% 28%
another

The exact car being in stock 29% 22%

VS : Having more information on the spec of the car 2 1% 18%

Using a good comparison website 15% 18%

R Not having to haggle 18% 22%

7 2 O/O Advice from a friend / family member 15% 20%

Having clear and transparent finance options 2 1% 10%

who bought
used Being able to filter better 12% 9%







52% o i
1

just walk in

-

ade
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44% had a full walk-around static demonstratlon

~58% invited to sit in the vehicle

43% had features and benefits explained







0,
2%
not offered 3
test drive at all...

= AutoTrader




What do Netflix, mattresses and sex
toys have in common?

=~ Autolrader



S I M BA) Mattress Topper

Duvet

FREE Hybrid Duvet worth up to

Pillow Sheets Child More

with Mattresses (Excl Bunk) code

'ff_‘Ij Free delivery & returns

BEST
BUY

"Best mattress
in the world
right now"

= AutoTrader

C\j 100-night trial @ 10-year guarantee
- >N

i S

SIMBA

A
Wy

uses Cookies to give you the best possible shopping experience. X

0% finance payments

Simba Hybrid®
Mattress
% W % Ay 31,478 Reviews

The award-winning mattress from
Europe’s favourite mattress-in-a-
box brand. Experience the support
2,500 specially designed pocket
springs with adaptable memory
foam in five layers of perfect

comfort.




Lovehe)neg.com

= AutoTrader
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AVERAGE ATTENTION SPAN AVERAGE ATTENTION SPAN

| HUMAN BEING | GOLOFISH | BEING GOLDFISH

& F Y2
=
n

Source: Notional Center for Biotechnology Information

=~ AutoTrader



= AutoTrader




= AutoTrader







say it needs to improve

bored of the process

unlikely to finish

=~ AutolTrader
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online really takes ¥
off for car buying?
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What do
people do
online?

“T:AutoTrader
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What do
they do at
retailers?







2 7(y would buy a used 3 1 (y would buy a new
O caronline O car online




e
43% 17%

18-34s 35-54s 55+

would buy a new
car online

=~ Autolrader



A demonic
invention that
will rot the mind
and needs to be
stopped
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Intellectuals
warned people
would stop talking
to each
other...polluting
their minds with
useless, fatuous
ideas







So it really could happen but as
with cash and differing
ownership models,

= AutoTrader



45%

would buy new
online because
it’s easier to

compare deals

=~ Autolrader




would buy new

online because of
ease and
convenience

=~ Autolrader




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

'''''''''



O
747% ng

>

wouldn’t wantto Sl
buy a car without
speaking to a real
person

Fp 2




64% & g e T e PR
O et SRR D ) 33
Would look in person if | s e < TR

it’s worth the money b | s U 3 R \\\
56% T NG

Would look in person to see
how looks in real life




They’re not making the final
decision, but

= AutoTrader




What car buyer are happy to do without dealership

82%  80%
(o)
75% 73% 71% 69%

44% 0
| | I I I 4i |

\ELGE] Decide Look for the Check if car Look into Check Negotiate Complete Seecarin
short list of  budget best deal available carfinance logistics deal the person / test
possible cars possible options (e.g. if will purchase drive

fit in garage)



What car buyer are happy to do without dealership

or 51% 0
50% 0 47% 50% 48%
41%
32%
28%
C 25%
18-34 35-54 55+
B Negotiate deal B Complete the purchase See car in person / test drive



What could do the jobs
people currently do at a
retailer?

= AutoTrader






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

38% 40%

Think it’| be Canlhelpyou? 1o

Marta Doe X
on-line expert

Find 't_ hard to speak
annoying to a real
person

= AutoTrader



Who do you trust more to recommend a suitable car?

11% 13% 9%

Al system
B Both equally
B Human advisor

Total Men Women




Reassure

me Make me ~—
confident

Give me

trustworthy
advice

= AutoTrader



If de-humanisation is a long way off, what role
can tech play in the nearer future?




of future car buyers to
find the best deal available

= AutoTrader



would trust Al that asks about
your needs and

= AutoTrader






Al is good for

= AutoTrader
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Is a VR test drive all you need?

60%

45% 44% .,
40% -

30%

25%

16%

5%
_

18-34 55+

M Yes, I'd wantto’do this instead
Yes, but with real test drive
No, | wouldn't want to do this

=~ AutoTrader



Barriers to VR test

Can't get a real feel for how the car drives 39%
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

= AutoTrader







What job are they doing?

= AutoTrader









What can you do now to start
making a difference?

= AutoTrader



Transparency around price is
holding people back from
buying cars online

= AutoTrader



Price

transparency
within the
industry is poor

88% 59%

agree that car feel car prices are deliberately
prices should be confusing
clearer

75% 66%

don't trust the price
think that it’s difficult to . P
, advertised
work out the actual pric

e ,
dden fe
you'll pay = hiddengBe

730%

feel they often see the
same / similar vehicles at
different prices




Half Of 18-345 thlnk Amount expected to pay vs advertised price — by age
they’ll end up paying
more, linked to trust

caused by lack of price Expect to pay less  ==Expect to pay more
transparency - 50y 520,
50% e
18%
18-34 35-54 55+

= AutoTrader
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Haggling reluctance

63%
59%

51%
46%
. 41%
38% 37% 37%
33% 33%

30% :
- 28%
20% 1891 go20%  20% 21%
0
14%
9%
6% 6%

It feels awkward They don't think They don't think it'll They don't know It's not very 'British' It's not the done  It's old-fashioned It's unfair on the
they're good at it work how thing dealer / seller

31%

W 18-34  35-54 1 55+




People are reluctant to pay full price for anything

e==Ask for something extra to be thrown in Look for a discount code/voucher
===\\/3it for a sale/special offer Haggle over the price
75%
61% 62% 60%
56% 55%
50%

50% Hal

.
TN0% 0 23%
LA
17% 17% m

8%

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

25%

0%

= AutoTrader




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%
38%

PRV
22%

12% 16%
o

10%

18-34 35-54 55+

B Agree Neither Disagree



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

Discount importance : New Car

100%

90% S — 4/
:: -_iﬁ}‘*'xll-————-"—
18-34 35-54 55+

amm| 00k for a discount code/voucher NET Some form of discount




Half of younger buyers will wait for a sale / special offer before buying a
new car and third of 35-45

Wait for a sale/ special offer

60%

50% 499
T /U

3

30%

%
SN

20%

27%

10%

0%

18-34 35-54 55+

amsed car New car



Only systemic
change will have an
impact

Prices need to be
clear, consistent and
comparable...

..50 people know
they’re getting the best
deal available, without
needing to haggle



Jobs not journeys
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Only half

where asked
if they wanted to
buy the car
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Retailers will remain
crucial to the
purchase

Clear need for a séamless,
=—omni=channef é&xperience.
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c.70%

of consumers’ time is
spent online

c.85%

of retailer’s spend is
offline

=~ Autolrader




1in 3 e
would buy a car more Y . 'm

—
often if it was easier | . N
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How? :
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Thank you!

@nchking

@atinsight

Nick.king@autotrader.co.uk
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