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CASE STUDY

ISSUE
When four Jeff Wyler dealerships became DealerRater Certified Dealers in 2008, the dealers intended to embrace the re-
views that were submitted online by their customers.  Wyler wanted to work to build and manage their online reputation 
while learning from the reviews to become even better at what they do.  DealerRater provided a simple-to-use tool to not 
only encourage feedback from their customers, but also on how Wyler should interact with customers to resolve any issues.  

APPROACH
As Certified Dealers of DealerRater, the Wyler dealers 
implemented an initial strategy to build 25 to 50 customer 
reviews by means of personal phone calls and direct email 
communications from the sales teams.  Within a three to six 
month period, Wyler’s sales teams had reached the review 
goal under the direction of the organization’s E-commerce 
director.  

REVIEWS INTEGRATED WITH SALES PROCESS
Once a minimal number of reviews were in place, the 
reviews were integrated within Wyler’s Internet Sales lead 
follow-up process.  By providing actual examples of positive 
reviews to their prospects, Jeff Wyler was able to substan-
tiate that they were a top dealer committed to customer 
service in their market.  

AUTOMATED REVIEW REQUESTS
Reviews are now gathered at Wyler by having their CRM 
system automatically send out an email template encour-
aging feedback to every sold customer and to every service 
customer with a closed repair order.  There was some initial 
resistance at the dealership level in doing this, as there was 
a fear that this might encourage negative feedback from an 
occasional disgruntled customer.  However, once this auto-
mated process was put into place, positive reviews began to 
come in on a continuous basis for all stores. 
 
LEVERAGING KEY DEALERRATER TOOLS

• Wyler utilizes DealerRater’s rating reminder cards primar-
ily within the service department.   All sold customers and 
service customers with closed repair orders receive an auto-
mated email encouraging feedback online. 

• Wyler integrates DealerRater user reviews into its market-
ing process and includes the customer reviews within the 
dealers’ internet lead workflow.

The Jeff Wyler Automotive Family

• DealerRater and the Certified Dealer seal are incorporated 
in Wyler’s print, radio and television promotions.

• DealerRater Reviews are published online on the Wyler 
websites, as well as on the Facebook fan pages for each 
respective brand and location.

• Each sales representative’s signature for all email corre-
spondence includes a link back to their personal DealerRat-
er page.

DealerRater Helps Wyler Become the Highest Online Consumer-Rated 
Dealership in the Region
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RESULTS 
HIGHER CLOSING RATES

• DealerRater has helped improve Wyler’s closing rate.  
After visiting the store, many customers will shop the com-
petition and look for Wyler’s reviews online.  DealerRater 
serves as a useful conversion/closing tool for the Jeff Wyler 
dealers.  Deals that are often potentially lost are now closed 
as prospects are able to see what Wyler’s previous custom-
ers had to say and therefore are able to make the decision 
to do business with Jeff Wyler.  
 
IMPROVED CUSTOMER
SATISFACTION & AWARENESS

• As a result of the DealerRater Certified Dealer program, 
Wyler’s customer satisfaction has markedly improved.  
Dealers proactively ask customers for feedback, which is 
well received by customers.      

• DealerRater’s Certified Dealer program has impacted Jeff 
Wyler’s overall culture.  Wyler sales teams have become 
increasingly conscious of customer satisfaction and work 
diligently to ensure that all negative customer feedback 
is addressed in a timely fashion to maintain the dealer’s 
online reputation. 
 
STRONGER ONLINE PRESENCE

• DealerRater reviews for each of the Jeff Wyler dealerships 
appear on the first page of organic search results, showing 
them to be the highest online consumer-rated dealer for 
every brand within every market in which they are located.   

• Wyler anticipates that 1/3 of customers go online to rate 
their experience with the respective dealership.  All positive 
customer feedback is published for the public to see, there-
by cultivating a stronger customer perception and online 
presence.

“DealerRater is a first class team!  We have integrated DealerRater into all 
sales and service lead follow-up processes and we are very satisfied with our 
results.  Working with DealerRater has helped us to become the highest online 
consumer rated dealership in our region.”
 Kevin Frye, E-Commerce Director, Jeff Wyler Automotive Family


