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Recently I spent some time 
with my brother-in-law Gerry 
at the BHPH dealership that 

he and my father operate, Skook 
Auto Sales. 

At the dealership, they have been 
working hard to drive leads and a 
following in our local community. 
One of the things we have been 
working on is Sales Automation. 

When you spend a significant 
amount of money on marketing/
advertising/lead generation from 
any source, such as one of the on-
line vehicle classified sites like Cars.
com or Autotrader.com or a general 

classified site like Craigslist, or if you are working 
hard to generate general brand recognition or actual 
leads from Facebook, you want to do everything you 
can to nurture your leads and get them in to your 
dealership.

Customers/leads that you receive will be in different 
parts of the car buying process or funnel when they 
contact you. Some will be TOF (top of funnel), some 
MOF (middle of funnel), some BOF (bottom of fun-
nel). The pace at which they move through the funnel 
will vary at different times of the year and based on the 
customer’s situation. We need corresponding offers at 
each step of the process... TOFOs, MOFOs, BOFOs! 

Certainly, we all know that we want to try to get a 
customer to visit us at our dealership in person and we 
need to create urgency, and some of that we do with 
people — salespeople who can use the phone, perhaps a 
text tool, social media messaging, emails, etc. 

Also, though we should be using sales automation, 
auto responder sequences that you can dictate or write 
and “set and forget.” It is possible to nurture people 
along, gain their trust, and differentiate yourself from 
your competition, using lead nurture message se-
quences that work in concert with your CRM and with 
your people. The nice thing about an Auto Responder 
sequence is that you know people will not fall through 
the cracks, they will be reached out to. 
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So here is the practical tip that we implemented at 
Skook Auto Sales — have a new employee mystery 
shop your auto responder / lead nurture system.

In this own words, this is what Gerry implemented 
with his new employee, Julie:

We’re going to have Julie go into our dealer-
ship’s website as a customer, enter her “lead in-
formation” in various spots, wait for the email 
follow-up and then tell us a little bit about her 

experience from the customer’s perspective so 
that we can make sure that we’re doing the 
right thing for any customers out there and to 
maximize the conversion of leads to customers.

This is what is going to happen (and you should do 
this also):
1)  Gerry has a new employee who is detail oriented and 

process oriented and she has a “beginner’s mind”; she 
has not yet drank the Kool Aid at the dealership. 

2)  Julie is going to mystery shop and she’s going to 
report to him what happened, how she felt about it 
and any other observations. 

3)  Gerry will make improvements to the system and 
emails based on her feedback.

If you haven’t had somebody mystery shop your web-
site for a while to see what the experience would be like 
as they submitted a credit app or any other form of lead 
generation you have, you should do that. Have them 
check all potential ways that a customer can submit 
their information via your website. 

What You Can Do Now

Have somebody mystery shop your dealership web-
site, record it for you, in terms of their observations, 
feelings, and what it’s like to be a shopper, and make 
the necessary changes. 

I hope that helps! I would love to hear the re-
sults of your mystery shopping. Drop me a line at 
wayne.herring@strongersalespeople.com. 

M
YSTERY SHOPPER
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