THE AUTOMOTIVE CX
TRANSFORMATION
CHECKLIST

5 METRICS TO TRACK
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METRIC |
LEAD RESPONSE TIME

Does your team respond to online inquiries within 60 seconds?
Buyers’ attention span is shrinking. Leads that wait more than an
hour to hear back are 7x less likely to convert.

WHAT TO MEASURE

e AVERAGE FIRST-RESPONSE TIME
e % OF LEADS ANSWERED WITHIN 1 MIN
e ABANDON RATE BEFORE CONTACT

HOW TO IMPROVE PROTIE
Every second counts. Aim
for real-time engagement,
* IMPLEMENT INSTANT not real-time reporting.
ENGAGEMENT TOOLS

LIKE ONLIVE.AI
e AUTOMATE ROUTING BY
INTENT, NOT FORM TYPE

ONLINE.AI


http://onlive.ai/

METRIC 2

LEAD ENGAGEMENT DEPTH

How long do buyers actively interact with your digital touchpoints?
Shoppers who spend more than 8 minutes in immersive
experiences (configurators, video calls, etc.) show 3x higher
purchase intent.

WHAT TO MEASURE

e SESSION DURATION IN REAL-TIME TOOLS
e VIDEO CALL WATCH OR INTERACTION TIME
e SCROLL OR ENGAGEMENT HEATMAPS

HOW TO IMPROVE PEGTIP
Depth of interaction beats
+ ADD INTERACTIVE e v er
ELEMENTS (3D TOURS, experience.
CLICK-TO-EXPERT
CALLS)

e TRACK WHERE DROP-
OFFS OCCUR TO RE- ON LI“ E AI
ENGAGE HIGH-INTENT -

USERS



METRIC 3

INSTANT BOOKING
CONVERSION

Can customers book a test drive or consultation instantly —
without waiting for callbacks? Brands using Al-powered booking
see up to 5x more confirmed test drives and -90% CPL reduction.

WHAT TO MEASURE

e TEST-DRIVE BOOKING RATE
e BOOKING ABANDONMENT
e TIME TO CONFIRMATION

HOW TO IMPROVE PROTIE

Speed drives trust.

e INTEGRATE INSTANT oookhiow ISthenew
CALENDAR SYNCING
ACROSS DEALERS

e AUTOMATE

CONFIRMATIONS AND

REMINDERS ONLINE.AI




METRIC 4

CUSTOMER SENTIMENT IN
REAL-TIME

Do you analyze buyer reactions during conversations, not weeks
later? Al-driven transcripts reveal objections and drop-off
moments faster than surveys can.

WHAT TO MEASURE

e POSITIVE/NEGATIVE SENTIMENT IN CHATS &

CALLS
e KEYWORD FREQUENCY AROUND HESITATION

(“PRICE”, “DELIVERY”, “FINANCE")

HOW TO IMPROVE PROTIP
Use sentiment spikes as instant
coaching moments. When negative
e DEPLOY Al SEMANTIC language appears, trigger areal-
time alert so your team can step in
ANALYSIS (|_|KE ONLIVE'S before the lead cools.

ECHO-SENTIMENT)
e FEED INSIGHTS DIRECTLY
TO SALES TEAMS

e ONLINE.AI



METRIC 5

EXPERT AVAILABILITY

Are experts accessible when intent peaks — evenings, weekends,
late nights? High-intent visitors convert 37% better when they can

reach a human instantly.

WHAT TO MEASURE

e COVERAGE RATIO (EXPERT ONLINE HOURS
VS. HIGH-TRAFFIC HOURS)
e MISSED CONNECTION RATE

HOW TO IMPROVE PROTIP
Rely on Al to filter 70% of requests
and route the remaining high-intent
e ROTATE AVAILABILITY buyers to your experts. Your team
focuses on the moments where
VIA VIRTUAL EXPERTS human interaction drives revenue.

e USE "SMART PRESENCE"
INDICATORS TO AVOID
DROP-OFFS

ONLINE.AI



ONLINE.AI

LET Al HANDLE TS

THE FUNNELS.

YOU HANDLE
THE HANDSHAKES.

{8} Trained onyour brand & models

=

B9 Syncs with calendars, CRMs & CMS

WWW.ONLIVE.AI

2, Routes to support agents or dealers |




