
Dealer 

 
  

 

                                                                
 

 

 

 

 

                        

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Dealer  
Attitude  
Survey  
Winter 2017  



Dealer Attitude Survey Winter 2017 
 

 
2 

Contents 

 

 Introduction……………………………………………… 3 

  

 Profit return……………………………………………… 4 

  

 Return on investment…………………………………... 7 

  

 Targets………………………………………………....... 9 

  

 Self-registrations………………………………………... 11 

  

 Incentives………………………………………………... 12 

  

 Day-to-day working relationship………………………. 13 

  

 Standards and performance measures………………. 15 

  

 Overall manufacturer scores…………………………... 17 
 

 

 

 

 

 

 

 

 

 

 

 

 



Dealer Attitude Survey Winter 2017 
 

 
3 

Introduction 

 

We are pleased to present the findings of the NFDA Winter 2017 Dealer Attitude Survey 

(DAS).  The survey, conducted in January 2017, asks the views of franchised dealers about 

their on-going relationship with their manufacturer.   

 

The NFDA, which represents franchised car dealers in the UK, carries out the Dealer Attitude 

Survey on a twice-yearly basis.  The results show the general health of the 

dealer/manufacturer relationship, indicating potential difficulties and highlighting where there 

are strong and constructive working relationships between dealers and manufacturers.  The 

report allows us to see where these have changed and developed over a period of time.  

 

As with previous surveys, respondents were asked a series of questions covering a range of 

business aspects and their impact on the manufacturer relationship.  Responses are scored 

from 1 (extremely dissatisfied) to 10 (extremely satisfied).  The NFDA surveyed 29 franchised 

networks and received 1,704 responses from dealers, equating to a 41% response rate. The 

number of networks surveyed has increased by one from the previous survey in summer 2016 

with the addition of Abarth.  

 

This report is a summary of the results generated from the Winter 2017 Dealer Attitude Survey.  

The charts and analysis on the following pages give an overview of findings and look at key 

aspects of the dealer manufacturer/relationship.  A full version of the report is available on 

request. 

 

 

Sue Robinson 

Director, National Franchised Dealers Association 

 

 

 

 

 

The Survey was analysed by the National Franchised Dealers Association. For more 

information, contact: Louise Woods, 01788 538332 or louisewoods@rmif.co.uk 
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Profit return 

 

How satisfied are you with the current profit return by representing your franchise? 

 

Figures in grey = winter 2017 

Figures in black = summer 2016 

 

Top performer: Mercedes 9.6 points 

Bottom performer:  Alfa Romeo 2.8 points 

Most improved: Peugeot +1.9 points 

Biggest decline: Jeep  -1.8 points 

Average score: 5.4 points  

 

Summary: 

18 dealer networks gave a response better than neutral (5.0).  However, the average dealer 

response decreased by 0.1 points from 5.5 to 5.4 compared to the previous survey. 

Additionally, 15 dealers saw their level of satisfaction decrease, 12 saw an increase, one 

remained the same and there was one new entry.   
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Profit return 

 

How satisfied are you with the future profit return from representing your business? 

 

 

Top performer: Mercedes 9.1 points 

Bottom performer:  Citroen  3.2 points 

Most improved: Seat and Skoda +1.1 points 

Biggest decline: Nissan  -1.9 points 

Average score: 5.6 points  

 

Summary: 

Dealers are more satisfied with their predicted future profits than current profits. The average 

dealer scored 5.6 for future profits and 5.4 for their current levels. On average, satisfaction in 

regards to future profits has decreased in comparison to the last survey, down 0.3. Of the 

dealer networks surveyed 15 saw their levels of satisfaction decrease and 13 saw an increase.  
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Profit return  

 

How satisfied are you with your total margin on new vehicles? 

 

 

Top performer: Kia 8.4 points 

Bottom performer:  Mitsubishi 3.1 points 

Most improved: Peugeot and Skoda +1.3 points 

Biggest decline: Mercedes  -1.9 points 

Average score: 5.5 points  

 

Summary: 

19 dealers reported a decrease in satisfaction regarding total margins on new cars and only 

eight reported an increase. Two were unchanged or new to the survey. Despite a majority 

reducing their levels of satisfaction, 19 of the dealer networks still gave a score above the 

neutral point of 5.0. Although there has been a reduction of 0.2 since the last survey, the 

average dealer rating is still 5.5, 0.1 higher than the Winter 2016 survey.   
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Return on investment 

 

How satisfied are you with the required level of capital investment? 

  

 

Top performer: Mercedes 9.2 points 

Bottom performer:  Jaguar  3.0 points 

Most improved: Peugeot +1.5 points 

Biggest decline: Jeep  -1.4 points 

Average score: 5.5 points  

 

Summary: 

Of the dealer networks surveyed, 16 recorded a score over the neutral value of 5.0; which 

suggests that almost half of the dealer networks are not satisfied. The average score across 

all dealers, for the required levels of capital investment, was 5.5. This is 0.1 down from the 

last survey, but 0.1 up on the previous 12 months. Of the dealer networks surveyed, 15 saw 

a decrease in their score from the last survey, while 12 saw an increase. Two stayed the same 

or were new to the survey. 



Dealer Attitude Survey Winter 2017 
 

 
8 

Return on investment 

 

How satisfied are you with the return on capital for your dealership? 

 

 

Top performer: Mercedes 9.1 points 

Bottom performer:  Alfa Romeo  2.9 points 

Most improved: Peugeot +1.6 points 

Biggest decline: Nissan and Land Rover -1.7 points 

Average score: 5.2 points  

 

Summary: 

A majority of the dealer network (15), experienced a decrease in satisfaction regarding their 

return on capital.  11 experienced an increase and three were unchanged or new to the survey. 

The average dealer gave a score of 5.2; 0.1 down from the last survey but the same as the 

Winter 2016 average response.  
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Targets  

 

How satisfied are you that the volume target aspirations of your manufacturer are 

realistic? 

 

Top performer: Kia 8.8 points 

Bottom performer:  Jeep 2.5 points 

Most improved: Skoda +1.0 points 

Biggest decline: Nissan  -2.2 points 

Average score: 5.0 points  

 

Summary: 

In response to how satisfied dealers were that their manufacturer targets were realistic, 

dealers gave an average score of 5.0. This was a decrease of 0.2 from the last survey but a 

0.1 increase on the Winter 2016 survey. Of the dealer responses, 17 lowered their score when 

compared to the last survey and 10 increased. It is worth noting that no dealer satisfaction 

levels in respect of targets substantially increased. 



Dealer Attitude Survey Winter 2017 
 

 
10 

Targets 

 

How satisfied are you with your new car targeting process? 

 

 

Top performer: Kia 8.6 points 

Bottom performer:  Jeep 2.5 points 

Most improved: Citroen +1.2 points 

Biggest decline: Volvo  -1.7 points 

Average score: 4.9 points  

 

Summary: 

In response to how satisfied dealers were with the targeting process, below half (14 networks) 

gave a score above the neutral score of 5.0. The average score given by dealers was 4.9, a 

0.1 reduction from the last survey and below the neutral score. However, this was 0.1 above 

the Winter 2016 survey. Of the dealer networks surveyed, 16 saw a decrease in satisfaction 

since the last survey, while 11 saw an increase and two were unchanged or new to the survey. 
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Self-registrations 

 

How satisfied are you with your manufacturer’s inducement to self-register vehicles?  

 

Top performer: Kia 8.8 points 

Bottom performer:  Nissan 2.1 points 

Most improved: Lexus +2.2 points 

Biggest decline: Nissan -2.1 points 

Average score: 5.2 points  

 

Summary: 

Only 13 of the dealer networks gave a score over the neutral score of 5.0 for their satisfaction 

with inducements to self-register vehicles. However, more dealer networks saw increases in 

their levels of satisfaction (14) than decreases (12) since last survey. There was no change to 

the average score for the question from the previous survey with the score remaining at 5.2, 

but there is an increase of 0.2 from the Winter 2016 survey.    
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Incentives   

 

How satisfied are you with your current bonus and rebate rates on new car sales? 

 

 

Top performer: Mercedes 8.8 points 

Bottom performer:  Mitsubishi 3.5 points 

Most improved: Mazda +1.2 points 

Biggest decline: Jeep and Nissan -1.5 points 

Average score: 5.5 points  

 

Summary: 

The average dealer’s satisfaction with bonus and rebate rates for new car sales decreased by 

0.2 since the last survey. This is now 5.5. Likewise, a majority of dealer networks (17) saw a 

decrease in their levels of satisfaction. 10 reported of an increase. Despite these decreases, 

19 dealer networks still have levels of satisfaction above the neutral score of 5.0.   
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Day-to-day working relationship 

 

How satisfied are you with your ability to do business with your manufacturer on a 

day-to-day basis? 

 

 

Top performer: Mercedes 9.7 points 

Bottom performer:  Nissan 3.7 points 

Most improved: Peugeot +1.0 points 

Biggest decline: Nissan -2.4 points 

Average score: 6.5 points  

 

Summary:   

The ability to do business with manufacturers on a day-to-day basis is crucial for a franchised 

dealer, and, although it is positive that 24 of the dealer networks have satisfaction levels above 

the neutral score of 5.0, there is still scope for significant improvement. The average dealer’s 

score has decreased by 0.1 from 6.6 to 6.5. Of the dealer networks surveyed, 15 saw a 

decrease, while 12 experienced an increase. 
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Day-to-day working relationship  

 

How satisfied are you that the management of your manufacturer actually takes 

dealers views and opinions into account? 

 

Top performer: Mercedes 9.7 points 

Bottom performer:  Nissan 3.2 points 

Most improved: Mazda +1.1 points 

Biggest decline: Nissan -2.1 points 

Average score: 5.9 points  

 

Summary: 

The majority of dealer networks (18), have above neutral levels of satisfaction with how the 

management of their manufacturer takes their views into account. Nevertheless, the average 

dealer has reduced their score from 6.1 to 5.9 and 16 dealer networks expressed reduced 

levels of satisfaction since the last survey. 
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Standards and performance measures 

 

How satisfied are you that your manufacturer dealer standards are fair and 

reasonable? 

 

Top performer: Mercedes 9.4 points 

Bottom performer:  Jaguar 4.1 points 

Most improved: Peugeot +1.2 points 

Biggest decline: Vauxhall -1.5 points 

Average score: 6.3 points  

 

Summary: 

The average dealer’s satisfaction that dealer standards are fair and reasonable decreased     

(-0.1), from 6.4 to 6.3. However, this is still an improvement, up 0.2, on the Winter 2016 survey. 

A slight majority of dealer networks (15), experienced a reduction in satisfaction. A massive 

majority of dealer networks, 26 of the 29, have better than neutral levels of satisfaction with 

manufacturer dealer standards. 
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Standards and performance measures 

 

How satisfied are you that the performance measures used by your manufacturer on 

your business are fair and reasonable? 

 

Top performer: Mercedes 9.5 points 

Bottom performer:  Citroen, Nissan, Jaguar 4.4 points 

Most improved: Subaru and Peugeot +1.0 points 

Biggest decline: Nissan -1.6 points 

Average score: 6.2 points  

 

Summary: 

There was an equal split, 13 each way, of dealer networks who increased or decreased their 

satisfaction since the last survey with the reasonableness of manufacturer performance 

measures. The average dealer’s score decreased by 0.1, despite the equal number of dealer 

networks increasing and decreasing. This suggests slightly larger reductions than increases. 

The average dealer score is still above neutral at 6.2 and a 0.1 increase on the Winter 2016 

survey.     
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Overall manufacturer scores 

 

How would you rate your manufacturer overall on scale of 1 to 10? 

 

 

Top performer: Mercedes 9.6 points 

Bottom performer:  Citroen  3.8 points 

Most improved: Peugeot +1.3 points 

Biggest decline: Nissan and Jeep -1.3 points 

Average score: 6.1 points  

 

Summary: 

The most used measure of how dealer networks feel about their manufacturers is when they 

are asked to give them an overall ranking. The average dealer’s rating of their manufacturer 

decreased by 0.1 since the last survey. This is despite more dealer networks increasing their 

rating (14), than decreasing it (13). This has occurred because the decline in score from the 

dealer networks that decreased were greater than the increases in the networks which 

improved. The average dealer rating is above neutral at 6.1, as are the scores for 20 dealer 

networks. 
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Overall manufacturer scores 

 

Average score across all questions 

 

 

Top performer: Kia 8.7 points 

Bottom performer:  Jeep 4.7 points 

Most improved: Peugeot +1.2 points 

Biggest decline: Jeep -0.9 points 

Average score: 6.2 points  

 

Summary: 

A different measure to see how satisfied the different dealer networks were with their 

manufacturers across all elements of the survey, is to use the average score they gave to all 

questions. Across all questions, the average score given by dealers was 6.2 points, 0.2 below 

the average score of the last survey.  This gives a different ordering to the results than just 

looking at the value of the franchise question score.  Since the last survey the average level 

of satisfaction has decreased for the majority (18) and increased for just 10, with one network 

new to the survey. 
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Overall manufacturer scores 

 

Total movement across all questions 

 

 

 

Most improved: Peugeot +67.9 points 

Biggest decline: Jeep -51.96 points 

Average score: -7.6  

 

Summary: 

Finally, a third way to evaluate overall performance of the various manufacturers is to look at 

the total movement in all questions of the survey for each dealer network. Only 10 saw a net 

positive movement in the survey, while 18 saw a negative movement overall and one was new 

to the survey. The average dealer saw a total negative movement of 7.6 points across the 

entire survey. Peugeot was the best performer with a total increase of 67.9 points across all 

questions. Jeep saw the largest decline, losing a total of 51.96 points.  



 

  

 

201 Great Portland Street, London, W1W 5AB 

Tel: 020 7580 9122   nfda@rmif.co.uk 

www.nfda.co.uk 


