
Communication 
is changing.
Today’s consumers not only prefer immediate 
answers, but also look for information readily 
available at their fingertips. In this document  
we examine why they prefer texting versus  
a phone call.
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Communication is changing in real time 
as the world continues to move from 
voice to digital communication. Google, 
Amazon, Facebook, Apple and the phone 
carriers are all pushing their consumers 
into their communication channels and 
markets. Driving conversation through 
social media and various messaging 
solutions can be great for lead 
generation, sales and real-time customer 
inquiries such as appointment setting, 
appointment reminders, test drives,  
and trade-ins.

Amazon has Alexa and the largest retail 
search engine in the world, Google is 
building a robust and rich messaging 
solution with Google My Business with 
messaging capabilities soon to show in 
Adwords and SEO. Apple is launching 
Apple Business Chat in Siri and other 
entry points with brands around the 
globe and Facebook has Messenger and 
Facebook Marketplace with millions of 
daily transactions. 

Facebook is combining all of its 
messaging platforms into one solution 
-- there will no longer be a bi-frication 
between Instagram, Facebook and 
WhatsApp. Phone carriers are combating 
with RCS – their own rich messaging 
platforms so consumers can have rich 
messaging and the businesses they are 
interacting with. And let’s be clear – this 
is happening because 89% of consumers 
want to use messaging to communicate 
with businesses. “Uber has changed the 

way we move. Airbnb has changed the 
way we sleep. Amazon has changed the 
way we shop. Today, Apple Business 
Chat, Google My Business, Facebook 
Marketplace/Messenger, Amazon and 
the phone carriers are changing the way 
we communicate”. - Thomas Jung, VP 
Product, LivePerson Automotive 

Today’s reality regarding real time 
communication is proven in the data. 
3.3 billion people access the internet 
via their mobile devices. Over 22 billion 
texts are sent every day worldwide with 
6 billion of them are in the U.S. Facebook 
Messenger’s 1.3 billion monthly users 
exchange more than 2 billion messages 
with businesses each month.

Adapting to Digital Communication

Website & App

Apple Business Chat

SMS

Google RCS

What’sApp

Facebook Messenger

3.3 billion
access the internet 

every day

22 billion
texts sent worldwide 

every day

6 billion
texts sent in the 
U.S. every day
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Those businesses that adopted 
messaging through SMS and apps 
over the last few years saw an increase 
in customer satisfaction scores, 
higher transactions per customer and 
communication efficiencies among 
their staff. Within the dealership world, 
it has been easy for a customer to get 
a CSI follow up text from their service 
advisor with an immediate post to 
Google or Yelp. Today’s consumers 
expect information to be available at their 
fingertips and businesses are happy to 
make that happen. 

Here at LivePerson Automotive, we’ve 
found the automotive industry is no 
exception to the way in which consumers 
want to interact with merchants. Thomas 
Jung, LivePerson VP of Product said, 
“Today’s customers are demanding 
and expecting messaging as a service 
communication option. Our world is 
complex and dealerships must use 
phones, email, chat, messaging through 
apps and, most importantly, texting to 
appease their customers. 

Let’s take a deep dive into texting as 
we have been an industry leader in this 
space for over 6 years. Consumers 
are busy. They expect businesses to 
communicate with them where they are. 
Consumers prefer texting vs. talking via 
phone, because its quicker, easier and 
they are able to communicate in any 
situation. The statistics are eye opening. 
The average consumer messages on 
average 3 times per hour and texting is 
10X quicker than phone calls with a 99% 
open rate with 4 minutes. 

When we applied this research at the 
dealership level and more specifically in 
the service department we also found 
over 99% of SMS messages are opened. 
98% who used mobile messaging said it 
improved their customer experience and 
90% of those planning to purchase said 
they’re more likely to buy from a business 
that offers messaging. 

Our research conclusively shows 
over one-third of customers who are 
bringing their car in to be serviced 
want their correspondence to be via 
text message. Not only was there 
positive feedback from the consumer, 
but dealers cross country who started 
implementing automotive service texting 
with LivePerson Automotive saw huge 
advantages in:

Service texting 
increases the 
dealership’s 
accessibility—and 
decreases excessive 
hold times and 
voicemail exchanges. 
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• Improved show rate

• 10% of the RO’s spending 20% more

• Improving CSI scores by a minimum 
of 3pt up to 11+ pts.

• Reduced inbound call volume by 
30%, allowing for reduction in  
phone personnel

• Having 59% of additional  
work approved

• Ease of getting consumers to agree 
to the additional work recommended 
through our partnership with DigniFi, a 
car repair financing company

• Faster repair cycle times - 25% of text 
messages get work approvals within 5 
minutes 

• 99% opt-in of all service  
drive customers 

• Customer Declined Service work 
automated with follow-up messaging

The use of rich text messages, emails 
and other communications is generating 
big increases in service revenue and 
rates of repair approvals by customers, 
fixed operations managers say. What 
customers once said no to, now 
are saying yes to. When customers 
use service texting products in the 
automotive dealerships, they are able 
to see recommended repairs live with 
photos and videos, have time to compare 
pricing and do other research to make 
informed decisions on work needed 
to be completed. Below are some key 
advantages of automotive service texting. 

The conversation shown is great for the 
service manager and director but for the 
GM and GSM the best is yet to come. 

Knowing the customer has opted in for 
texting, now gives the GM and/or GSM 
to opportunity send sales specials and 
invitations to receive a complimentary 
appraisals while the vehicle is in the 

“I’d like to schedule an appointment to get my 
windshield wiper fluid lines repaired. They are 
both broken. 

I can do 10:30. Did it say 
how long it takes?

Is there anything today. I need windshield wiper 
fluid lines repaired. Both are broken. Need new 
wipers as well.

Sandy 901-555-1212

Yes.

Yes.

Ok great! What is the name and 
phone number on your account? 

Is there a certain day and time that 
will work better for you?

I did check the schedule and we do have 
openings today as early as 10-10:30am. We can 
also do a little later. What will work better?

*Actual conversation. Names have been changed for privacy.

Ok great! I will put you down for 10:30am with 
Jim as your advisor. Please ask for him when you 
arrive in the service lane. Thank you!

It may take about an hour to complete once 
it is in the shop. We do offer Uber to take you 
anywhere in Williamson and Davidson county. 
This is at no cost to our customers. Would you 
like me to put you on the schedule?

Is this on the 2011 Odyssey?
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service bay. An opportunity for a possible 
sale and to keep the customer for life. 

Using an automotive service texting 
and messaging solution gives you and 
your customers more flexibility with the 

automatic convenience it presents. The 
customer’s interactive journey changes 
with the dealership as they now are able 
to communicate with their service advisor 
more readily, eliminating excessive hold 
times and exchanging voicemails.

Advisor Name Repair  
Orders

Thread  
Count

Automated 
Texts Sent

Advisor  
Texts Sent

Customer  
Texts Received

% Responses  
0-5 min

% Responses  
6-15 min

% ROs  
using Text

% ROs with 
STOP requests

ALL 6412 1274 10936 5914 4242 17.67% 5.57% 95.46% 1.25%
Advisor 1 1 3 100.0% 0.0%
Advisor 2 391 40 919 188 207 10.2% 3.4% 99.23% 0.77%
Advisor 3 433 81 980 338 285 9.91% 4.5% 97.92% 1.15%
Advisor 4 1 1 1 2 0.0% 0.0% 100.0% 0.0%
Advisor 5 479 267 928 1548 945 33.31% 7.51% 98.96% 1.67%
Advisor 6 375 91 840 284 334 11.08% 7.22% 94.93% 0.53%
Advisor 7 81 2 189 3 14 0.0% 0.0% 62.96% 0.0%
Advisor 8 580 119 1327 383 468 16.11% 5.29% 98.97% 1.38%
Advisor 9 144 20 447 56 87 13.33% 5.64% 98.61% 2.78%
Advisor 10 300 31 678 93 97 4.28% 2.96% 92.67% 1.33%

Advisor 11 614 177 1363 659 651 15.02% 5.16% 97.56% 0.98%
Advisor 12 685 85 1454 439 296 13.44% 2.87% 94.6% 1.61%
Advisor 13 518 155 1056 783 534 23.95% 6.83% 94.21% 1.74%
Advisor 14 1 11 7 2 25.0% 12.5% 100.0% 0.0%
Advisor 15 432 61 903 398 119 4.17% 2.31% 92.59% 1.85%
Advisor 16 13 27 7 0.0% 0.0% 100.0% 0.0%
Advisor 17 156 20 294 46 33 4.61% 1.32% 100.0% 1.28%
Advisor 18 297 57 618 262 197 20.38% 7.67% 100.0% 1.35%
Advisor 19 456 67 722 427 161 6.62% 4.19% 82.24% 1.1%
Advisor 20 455 100.0% 0.22%

Advisor Name Repair  
Orders

Thread  
Count

Automated 
Texts Sent

Advisor  
Texts Sent

Customer  
Texts Received

% Responses  
0-5 min

% Responses  
6-15 min

% ROs  
using Text

% ROs with 
STOP requests

ALL 1174 581 617 3440 3115 29.97% 9.32% 52.21% 0.43%
Advisor 1 211 139 171 899 651 33.6% 10.6% 77.73% 0.47%
Advisor 2 135 56 92 189 246 28.77% 9.59% 68.15% 0.0%
Advisor 3 157 86 112 616 526 38.5% 8.72% 63.06% 0.0%
Advisor 4 177 107 48 563 537 32.91% 6.65% 27.12% 0.0%
Advisor 5 26 17 19.23% 0.0%
Advisor 6 213 35 40 152 201 20.1% 10.55% 18.78% 0.0%
Advisor 7 215 158 154 1021 949 21.87% 9.63% 76.74% 1.86%
Advisor 8 40 12 0.0% 0.0%

Advisor Name Repair  
Orders

Thread  
Count

Automated 
Texts Sent

Advisor  
Texts Sent

Customer  
Texts Received

% Responses  
0-5 min

% Responses  
6-15 min

% ROs  
using Text

% ROs with 
STOP requests

ALL 293 126 501 576 636 26.6% 9.11% 89.76% 1.71%
Advisor 1 202 82 330 445 451 29.32% 9.59% 86.63% 1.98%
Advisor 2 91 44 171 131 218 17.78% 7.56% 96.7% 1.1%

Large Dealerships

Medium Dealerships

Small Dealerships
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Testimonials

As we like to say here at LivePerson Automotive, no car is ever sold or serviced 
without a conversation. To learn more, visit www.livepersonautomotive.com

Doug Gold | General Manager | Marin Subaru

We have seen our employees and customers quickly accept texting as their 
preferred means of communication. With LivePerson Automotive, we have 
improved our acceptance rate leading to increased hours per RO, had faster 
total repair turnaround times leading to a >12% gain in workshop efficiency, 
reduced inbound call volume by >40% and improved service CSI score by 
over 8% in just a few months.

Tony Newell | General Manager | Audi Stevens Creek

After thoroughly vetting texting solutions, we decided to use LivePerson 
Automotive’s Service Texting Solution. Now, one year later Penske Audi 
Stevens Creek could not be more pleased. We have reduced our incoming 
call volume by 30%, our CSI has improved and our advisors are using 
texting to increase closing rates on additional service work. One feature 
that has proven particularly beneficial is the 30-minute text notification 
from customers prior to picking up their vehicles. Last month we had 17,604 
text message communications – I think that says it all.

LivePerson Automotive helps us create more conversations with shoppers 
from the moment they start looking. Our customers are happy to get 
updates, schedule appointments, approve repairs, and even pay — all through 
messaging conversations. It helps us turn car buyers into lifelong customers.

Andy Costello | General Manager | BMW San Rafael


