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We live in a click & mortar world

87% 67%
bought online and 
picked up in store in 
the last 6 months

retailers intend to offer 
buy online, pickup in 
store (“BOPIS”)

60%
of Lowe’s online 
sales are picked 
up in store



What are you doing to 
remove friction from the 

buying experience?



Strategy #1:
The Right Process



Deliver a flexible
and personalized
experience
Every buyer’s 
journey is unique



Offer more ways to buy
So customers can buy when they’re ready, 

from anywhere, on any device



Remove “calls-to-
distraction” from your site

Buyers are more likely to convert when 
there are fewer calls to action



Gunn Acura 
achieved an order 
close rate of 60%
By using the right process



Strategy #2:
The Right Culture



8 in 10 customers still test 
drive before they buy



Buyers want to 
connect with a 
real person to 
ask questions



Build trust by offering 
more transparency

So customers feel confident that they’re buying 
from the right dealership



Dealers earn 
91% satisfaction
By building the right culture and 
creating a pressure-free experience



Strategy #3:
The Right Tools



Dealers that offer a simple, 
fast purchase experience earn

94% satisfaction ratings



Make it more 
convenient and 
transparent



Seamlessly 
connect online 
and offline to 
reduce friction



Dealers increase 
F&I profit by $700
By using the right tools effectively $700

more F&I profit 
per sale



3 proven strategies to build trust

The Right Process
Flexible
Personalized
Simplified

The Right Culture
Transparent
Consultative
Low-pressure

The Right Tools
Seamless
Connected
Convenient
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GET SOCIAL: Share a takeaway from this session using #DD27

Rate  this session! 
Download the Digital Dealer Mobile App 

Search “Emerald Expositions” in the app store. 
Then, search "Digital Dealer" in the app's toolbar.


