
TEST: Attract and Sell the Millennial Car Buyer 
Knowledge Test  
 

1. What do we know about millennials? 
a. Someone who was born between 1980 and 2000.  
b. In 2017, they are all drivers. 
c. Millennials are part of the largest US generation ever at 92 million people. 
d. All of the above. 

 
2. When dealing with millennials, it is more important than ever to offer a quality product quickly and without 

attitude. 
a. True 
b. False 

 
3.  Millennial studies are stupid because any connected customer wants all of the information they can get to 

make an informed decision before buying, not just a millennial.  
a. True 
b. False 

 
4. What does Google tell us about car buyers before they come to your lot? 

a. They have looked at less than 10 sources of information. 
b. They have looked at over 10 sources of information.  

 
5. Today’s buyers visit an average of 5 car lots before buying. 

a. True 
b. False 

 
6. Why are car dealers are no longer in charge of their brand and its reputation anymore? 

a. Internet 
b. Connected customers 
c. Online review sites 
d. All of the above 

 
7. 61% of buyers make zero contact with you before showing up at your lot. 

a. True 
b. False 

 
8. Which of these communication channels can actually show ROI? 

a. Email 
b. Phone 
c. Direct mail 
d. All of the above 

 
9. What are some benefits of texting customers? 

a. Allowing employees to use their own phones 
b. It is less flexible 
c. 90% of all texts are read within 3 minutes 



d. Can more easily share irrelevant information 
 

10. The biggest reason you want to use your CRM or your texting tool is because TCPA fines can add up quickly. 
a. True 
b. False 

 
11. Just because a business is on Facebook, that does not mean that they automatically have access to Facebook 

Messenger. 
a. True   
b. False 

 
12. When communicating with today’s connected customer, whether it via phone, email, text or in person, you 

must let them take charge and keep control of the conversation. 
a. True 
b. False 

 
13. What is NOT one of the three things that connected customers are looking for? 

a. Value 
b. Conversation 
c. Relevancy 
d. Authenticity 

 
14. You should never get into a lengthy pre-visit information exchange on the phone because customers will ask 

you just enough questions to eliminate your dealership. 
a. True 
b. False 

     
15. If a customer tries to negotiate over the phone by asking about interest rate, payments, what you will give 

them for their trade, this puts you in a great position to sell a car without the customer even coming on the 
lot.  

a. True 
b. False 

 
16. According to DrivingSales, only 39% of buyers have some prior contact with the dealership before they buy. 

a. True 
b. False 

 
17. When we are dealing with customers whom we have had prior contact with, what will help us sell them a 

car? 
a. Staying in control of the conversation 
b. Set a firm appointment 
c. Follow a process the dealership has already established 
d. All of the above 

 
18. Throughout the whole selling process, we should have only one goal in mind each step of the way. This goal 

changes as each step is completed. 
a. True 
b. False 



19. Which is NOT one of the only 2 goals of your website? 
a. Answer questions 
b. Attract visitors 
c. Convert visitors to buyers 

 
20. Studies show that the dealer who responds first to a customer converts at a 238% higher rate. 

a. True 
b. False 

 
21. Emails and text messages should be as long as needed to answer any potential questions they might have 

about the  car they are interested in. 
a. True 
b. False 

 
22. When we reconnect, we have one goal which is what? 

a. To sell a car 
b. To schedule an appointment 
c. To answer all customer questions 
d. To give a trade-in value  

 
23. When dealing with the customers that have done much research before being on our lot for the first time or 

our service customers, it comes down to three things. Which of the following is NOT one of the three? 
a. Reputation 
b. Pricing 
c. Messaging 
d. Location 

 
24. Trust messaging reduces customer fears. Below are some that we might put on our website that show trust 

messaging EXCEPT? 
a. Upfront transparent internet pricing 
b. Best price guarantee 
c. Call now 
d. Trade-in guarantee 

 
25. Our marketing message needs to take into account no hassle, great service, and fair pricing. 

a. True 
b. False  

 
26. One negative online review can reduce sales and service traffic by no more than 5% and 4 negative reviews 

only cause about a 15% reduction in sales and service traffic. 
a. True 
b. False 

 
27. Holding gross in the dealership is helped by discipline and what else? 

a. Weekly meetings 
b. Old school pricing 
c. Following a process 
d. Aggressive selling 



 
28. When the customer shows up about a car they are interested in, before they even notice the addendum, is 

it best practice to for you to point right to it and you say, “As you know, the factory builds vehicles for the 
entire world, and what’s good in Alaska isn’t always best here in Texas. That’s why we equip every vehicle 
with the Lone Star convenience package. Now this package includes. 

a. Yes 
b. No 

 
29. People who submit a lead in Craigslist or pick up a phone in from a Craigslist ad generally buy today. 

a. True 
b. False 

 
30. When you’re talking about mobile with your website, you should make all options be available to the 

customer by maneuvering with their thumb.  
a. True  
b. False 

31. Which apps are valuable to a dealership if used correctly? 
a. Customer facing apps 
b. Apps used by salesmen 
c. Apps for customers to determine monthly payments 
d. None are valuable 

 
32. Why are database marketing, equity mining, and selling in the service drive important to your dealership? 

a. You shouldn’t wait for the connected customer to come to you because they could go to other 
dealers just as easily  

b. Get to customer before they catch new car fever  
c. Get to customer before they look at 24 sources of information  
d. All of the above 

 
33. Why should you assign one owner in your dealership for all database efforts for both sales and service? 

a. Less use of resources 
b. Focus others on more important things 
c. To keep from bombarding customers with too many emails, texts, and calls. 
d. You should not assign this task to only one person.  

 
34. What is a fact that research has found about millennials in the workforce? 

a. They need you to verbalize your approval of a job well done 
b. 25% consult with parents about job decisions 
c. 60% expect to leave their job within 3 years or less 
d. All of the above 

 
35. DMEautomotive says that 77% of consumers are loyal to one service provider. That tells us that you could 

never convince 77% of the people who do not service with you, to start servicing with you no matter how 
good you are. 

a. True 
b. False 

 
36. We need to WOW our service customers even before they enter our dealership. 



a. True  
b. False 

 
37. One of the best ways to WOW our customers when they get to the dealership is to actually greet them by 

using their name instead of them having to search out someone to talk to. 
a. True 
b. False 

 
38. American Express tells us 67% of consumers will pay 14% more for a great experience. What might be 

included in a great experience? 
a. A sense that you actually care 
b. Having WIFI available and working 
c. Good coffee and snacks 
d. All of the above 

 
39. A great experience in the dealership includes a proper greeting, in-store transparency, not leaving 

customers alone, being human to them and telling them what to do throughout, and what is one other 
component to offering a great experience? 

a. Having a one goal strategy of WOWing them with each step in the process  
b. Stretching the time it takes to make the deal because it will make the customer feel special 
c. Show them as many cars as you can that may fit into their wish list 
d. Giving them time to check online to make sure they are comfortable with their choice 

 
40. What are some keys about good processes? 

a. Must be in writing and reinforced by management 
b. Must be simple and repeatable 
c. Must be intuitive and easy to train 
d. All of the above 

 
 


