
How Missing Feedback 
is Costing Dealers
When feedback arrives too late or not at all, CSI scores 
and loyalty suffer.



Inside the Dealers Feedback Reality

Customer feedback plays a critical role in protecting CSI scores, customer retention, and manufacturer 
incentives. While most dealers rely on their OEM CSI survey to gauge performance, many say it doesn’t 
provide the timely, dealership-specific insights they need. In fact, 94% of dealers told us immediate 
feedback is critical, and 69% are only somewhat satisfied with their OEM CSI survey. Dealers 
explained that these surveys are built to measure brand satisfaction, not dealership loyalty, so they 
don’t always ask the questions dealers care most about. 

To understand where feedback works and where it breaks down, we surveyed 287 dealership 
professionals during May and June 2025, representing a range of OEMs, roles, and DMS platforms 
across the United States and Canada.
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Where Feedback Falls Short

Dealers take customer feedback seriously. They use it to protect CSI scores, improve service 
operations, and hold teams accountable. But many told us their ability to act is limited by how and 
when feedback reaches them.

Feedback is used to:

•	 Follow-up with dissatisfied customers. 

•	 Monitor CSI scores and trends. 

•	 Identify service improvement areas (pricing, wait times, experience). 

•	 Evaluate employee performance and reward positive feedback. 

•	 Report insights to leadership and corporate. 

•	 Adjust service processes based on customer trends. 

•	 Influence bonuses and manufacturer incentives.

How Dealers Are Filling the Gaps:

To compensate for the limits of the OEM CSI Survey many dealers turn to additional methods. 

•	  Online reviews.

•	  Verbal feedback at time of service.

•	  Social media engagement.

•	  Follow up texts and emails.
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Dealers are being asked to manage customer satisfaction while significant portions of their customer 
bases are not eligible or reachable through traditional OEM survey processes.

When asked why customers don’t receive or complete OEM surveys, dealers pointed to several 
common barriers:

•	 48% say getting customers to respond is their biggest challenge.

•	 34% say surveys fail due to missing customer email addresses.

•	 33% say surveys are excluded based on vehicle age.

•	 14% say surveys are restricted by vehicle make or model.

Obstacles in Data Collection

Most missed feedback isn’t about 
unwilling customers, it’s about reach.

Missing Emails

Vehicle Age

Make/Model Restrictions

No Customer Response 48%

34%

33%

14%
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What Dealers Are Saying - From the Source

Across the survey, dealers shared the same challenge: they’re putting in the effort to earn strong CSI 
scores, but they can’t control when or from whom feedback comes back.

“Only unhappy 
customers respond.”

“We don’t get results 
fast enough to act.”

“The questions don’t 
tell us what we need 

to know.”

Timing Is Critical

94% of dealers said immediate feedback is critical.

•	 Identify and fix issues before customers leave.

•	 Recognize great employees in real time.

•	 Prevent small problems from becoming poor CSI scores.

94%
value immediate 

feedback
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What Dealers Expect from Feedback

Dealers collect plenty of data — but not always the right data, at the right time, from the right 
customers.

Dealers told us they want feedback that is: 

•	 Simple — Clear questions, short format.

•	 Fast — Real-time alerts.

•	 Flexible — Customizable to their goals.

•	 Immediate — Delivered right after service.

•	 Actionable — Easy to interpret and apply.
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OEM CSI Surveys Dealers Want

Delayed results Immediate feedback

Brand-focused questions Dealership-focused questions

Limited audience More customer participation

Fixed survey format Customizable questions
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Customer Feedback Reimagined

Ready to explore a better approach to feedback? 

Scan to learn more or contact your 
Reynolds Document Consultant at 1.800.344.0996.

What We Learned

Finding 1: OEM CSI surveys remain important, but they are not delivering all the feedback 
dealers need. 

Finding 2: Customer participation remains the largest obstacle to collecting meaningful 
feedback, and dealers continue to face challenges reaching customers while the service 
experience is still fresh.

Finding 3: Dealers place the highest value on immediate feedback they can act on before 
CSI scores, customer loyalty, and online reputation are impacted.

Throughout the study, dealers consistently told us they want more timely, actionable insights into 
the customer experience. Every missed response represents a missed opportunity to identify an 
unhappy customer, recognize strong employee performance, or address issues that can affect 
CSI scores.

Dealers aren’t asking for more data. They’re asking for more 
control over the feedback that drives their business. 

Imagine: 

•	 Choosing your own questions.
•	 Hearing from more customers.
•	 Getting alerts the moment something goes wrong.
•	 Turning feedback into loyalty.

The question for dealers isn’t whether to collect feedback,
its whether that feedback is the right data at the right time.
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