
Introduction – Craig Grant, Managing Director at WMS Group
During the last six months the industry has 
experienced a buoyant return. After more 
than a year of pandemic disruption, the 
used car market in particular is soaring 
– with pent up demand driving some of 
the highest sales figures we’ve ever seen. 
We’re also seeing a huge increase in the 
adoption of electric vehicles, with the 
SMMT reporting an almost 88% uplift on 
battery EV sales (as of November 2021), 
compared to the same period 2020. In fact, 
plug-in cars represent more than 28% of 
the market in November alone, indicating 
that the shift to electrification is well and 
truly on irrespective of supply shortages.

In spite of the optimism and growth within 
our industry, however, there are very clear 
challenges ahead.

In 2021 we launched the WMS Group 
Dealer Panel; an exclusive industry panel 
made up of car dealers from across the 
nation providing opinions and views on 
the big issues facing the sector today. The 
panel is providing us with insights on key 
mobility topics combined with views on the 

state of the industry and confidence in the 
future, providing a regular barometer of 
the used car market. 

The Dealer Panel also gives us a significant 
opportunity to respond to the challenges 
the industry is facing, ensuring we can 
fully understand our customers’ needs 
and add demonstrable value as a warranty 
partner – taking a focused and data-driven 
approach to what we do. 

The second mini-report in our From the 
Forecourt series focusses on the outcomes 
of the first Dealer Panel survey and 
details how dealers across the country are 
adapting to changing times. It explores 
the opportunities that the pandemic has 
presented, the continuing challenges, and 
the steps that can be taken to ensure the 
industry can capitalise on the ongoing 
recovery. 
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Used Stock Tops List of Key Challenges 
Facing Dealers in the Coming Six Months 
When retailers were asked what issues they face in the 
next six months, there were two very clear challenges; 
availability of used stock (85%), and high prices of said 
stock (71%). Other issues dealers cited included supply, 
economic uncertainty and profitability. Anecdotally, 
the rise of electric vehicles prompted some concerns 
(with both petrol and diesel still readily available), as 
did the continued rise of online-only retailers, though 
new research by What Car? for Car Dealer magazine 
shows consumer trust in these is low compared to that of 
franchise dealers. 

Challenges Ahead  

More Than 70% Of Dealers Feel 
Confident When Looking Ahead 
In the last 12 months, the used vehicle industry has been 
forced to transform itself. Our research shows that this 
has led to conflicting confidence in the market in the 
coming six months. 

In spite of a year of transformation more than 70% of 
dealers are feeling confident when looking ahead; likely 
buoyed by used car sales and newly-introduced revenue 
streams and processes. On the flip-side, however, a 
quarter of dealers (25%) have waning confidence in the 
market; a likely reflection on challenging times ahead. 

Confidence in the Used Car Market Continues to Grow 

KEY TAKEAWAY: Used vehicle dealers have transformed their business models in the last 12 months 
as the industry has dealt with unprecedented disruption. With challenging times ahead, dealerships 
should consider how else they can add value to customers and capitalise on a continuing changing 
landscape in 2022. 

HOW WMS CAN SUPPORT YOU: As trusted experts, WMS account managers are able to share market 
intelligence and help you identify ways to capitalise on the changing landscape and explore new revenue 
streams through warranty products and services – all designed to help you increase profits.   

HOW WMS CAN SUPPORT YOU: WMS is able to provide a range of point-of-sale material to complement 
its suite of leading warranty products that add value to your proposition when selling a vehicle, and help 
you to increase your profits. 
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85% of retailers 
revealed 

availability of used stock is 
their biggest concern for 
the next six months

71% of car 
retailers 

report high prices as a 
key issue

27% of dealers 
are 

concerned about 
profitability

33% said that 
economic 

uncertainly was a 
continued challenge for 
their business 

KEY TAKEAWAY: Despite increasing confidence in the market, there are clear shared challenges affecting 
the industry. Now is the time to invest in new products, services and innovations to ‘stay ahead of the 
game’, increase sales and to best support customers with after-sale requirements.

72% 
confident

25% not 
confident

3% 
unsure



HOW WMS CAN SUPPORT YOU: Our expert account managers can provide you with visual materials 
including leaflets and presentations, along with a range of digital sales tools and training materials for 
your sales team, which can help bring a warranty product to life in the showroom and demonstrate peace 
of mind for the customer.

HOW WMS CAN SUPPORT YOU: WMS provides a full range of after-sale products, including GAP 
Insurance, which can help build profitable credibility and support in customer retention.

The Global Pandemic Has Spurred a Year of Change, with 88% of Dealers Investing 
in ‘Click & Collect’ in 2021 
Before the pandemic just 2% of car dealers offered ‘click 
& collect’ and delivery services. Our research shows 
this is up a staggering 86% in 2021, with 88% of dealers 
introducing the service in 2021. 

And the investment into new services and activities hasn’t 
stopped there. The same number (88%) of dealers have 
increased their social media presence as a result of the 
pandemic, and 83% advertised more on online sites such as 
Autotrader – up significantly from just 28% in June 2021.

After-Sale Products Continue to Offer Greater Level of Protection of Customers; 
Particularly Those Purchasing Used Vehicles
Having a suite of after-sale products provides customers 
with an added layer of protection from unforeseen events. 
For dealers, these products can offer an additional 
revenue opportunity and increase trust and reassurance 
to those investing in used vehicles. 

When asked which after-sale product would be offered 
first, over 30% of dealers offered GAP Insurance as a 
primary option. A fifth (20%) opted for Service Plans, and 
just 4% opted for Tyre & Alloy Insurance.

A Year of Change 

GAP Insurance Most Widely Sold After-Sale Product

KEY TAKEAWAY: With the stark increase in the ‘click & collect’ model and a much more digital-focussed 
sales arena, dealers must not forget the importance of up-selling after-sale products to customers – 
which is often much easier in person, and in the showroom.

KEY TAKEAWAY: In a volatile market that is subject to rapid change, the need for retailers to offer a 
full suite of complementary layers of protection, such as GAP Insurance, supports in increasing trust, 
confidence and repeat sales.

88% of dealers 
have 

invested in ‘click & 
collect’ and customer 
delivery in 2021

88% of car 
retailers 

have increased their 
social media activity 
to support with sales

83%have 
advertised 

across more online 
platforms 

87% of dealers 
bought 

less stock via trade 
during 2021 

68% have 
invested 

in their owned 
channels, including 
their websites 

31% of car dealers 
would offer GAP 

Insurance ahead of any 
other after-sale product

20% choose to offer 
Service Plans 

first. 28% would opt to 
offer this second 

4% would offer 
SMART Repair 

Insurance over GAP and 
Service Plans Insurance 

4% consider Tyre & 
Alloy Insurance as 

a primary after-sale option 
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Top Tips on Increasing Customer Confidence:

 Continue to Invest and Innovate  
– Whether it’s increased online presence, investment in physical space or 
innovation in sales models, the need to continue to show competitive advantage is 
key in an ongoing volatile market 

 An Upskilled Workforce  
– Investing in people as well as products can go a long way in increasing customer 
confidence. A knowledgeable workforce – particularly in the market, after-sale 
products and new technology – will add value to the customer journey

 Introduction of After-Sale Products  
– With increased demand in used vehicles comes a greater need for a range 
of warranty and finance and insurance (F&I) solutions. Having a full range 
available at your disposal can provide an additional sales revenue and increase 
customer confidence

Established in 2003, WMS is one of the UK’s leading car warranty suppliers, providing reliable extended warranty cover 
and other motoring protection to more than 20% of automotive dealers in the UK.

Acquired by the Opteven Group in January 2020, WMS supplies a wide range of trusted warranty solutions to the 
automotive industry. From a three-month warranty to a three year product covering all mechanical and electrical 
issues including wear and tear, the company prides itself on helping businesses source the right warranty solution for 
their customers.

WMS regularly works with its partners to help them set up new revenue streams, improve customer loyalty and 
retention, vehicle protection and ultimately, profitability. 

More information is available on www.wmsgroup.co.uk 

To find out more about how we can support you, contact sales@wmsgroup.co.uk  

About WMS Group (UK) Ltd (WMS)
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The Year Ahead 
Whilst we ended 2021 on a relative high in terms of industry confidence, 2022 will not be without its challenges.  

Our Dealer Panel will provide some key insight into the market in the coming months, however things we expect to 
see that will have an impact on our industry include: 

 A continued challenge in new vehicle supply, fuelled by the ongoing semi-conductor shortage 

 Used vehicle prices, which are likely to stay high for at least the first six months of 2022

 Consolidation within the sector, and the merger of various groups 

 The continued rise of electric vehicles, with a focus on serving the new demands of EV drivers, including relevant 
warranty products and addressing adoption barriers 

 Bundled after-sale products and subscription-based service pricing, which will provide motorists with even 
more flexible solutions when it comes to after-sale packages and services 

 The continued rise of online-only retailers 


