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How Mercedes-Benz 
Ireland increased 
customer engagement 
with online surveys

Mercedes-Benz Ireland use SmartSurvey to improve 
customer engagement and measure satisfaction across 33 
dealerships in the Republic of Ireland. 

Previously, when using a different survey provider, Mercedes-
Benz Ireland relied on telephone questionnaires to survey 
customers. As a result, they experienced low response rates 
and received numerous enquiries from individual dealerships 
regarding the accuracy of customer responses. SmartSurvey 
provided a solution that allowed greater control and 
customised results.

The challenges they faced

Mercedes-Benz Ireland needed to centrally handle their 
survey creation and distribution to manage quality control 
and improve response rates. They needed a survey solution 
that allowed:
• All 33 dealerships to have ‘user rights’ to be able to 

generate their own surveys 
• A system that allowed head office to have full 

administrative control 
• A central method to distribute all customer surveys on 

behalf of the dealerships
• The ability to analyse and report on the results for 

payment of commission

Why they chose SmartSurvey

The decision was made to change software providers 
and use SmartSurvey for all survey requirements. An 
advanced solution was put in place that allowed Mercedes-
Benz Ireland to create one survey to measure customer 
satisfaction across all 33 dealerships but manage it centrally. 
A customised dashboard was created to show the % of 
satisfaction levels at each individual dealership.

“SmartSurvey has provided an 
invaluable solution to Mercedes-
Benz Ireland by turning our low email 
response rates around. The team are 
extremely professional, yet friendly and 
always approachable”.

Amanda Neill, Mercedes-Benz, Ireland
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Benefits of online surveys

SmartSurvey software allows bulk email or SMS invitations 
to be sent to customers to allow them to complete surveys 
at their convenience. Surveys can be completed in the 
comfort of their own home, at work or even whilst on the 
move during the day as they are fully mobile responsive.

Results are collated from all 33 dealerships in real-time and 
analysed to allow instant action to be taken and rebates 
processed based on the customer satisfaction scores.

The efficient online method has removed the queries 
from dealerships about the accuracy of the results. The 
problems previously encountered with regard to whether 
a customers’ answers were recorded correctly by the 
interviewer over the phone have ceased.

“We would most definitely recommend 
SmartSurvey. Keep up the great work 
guys!”

Amanda Neill, Mercedes-Benz, Ireland

The results

Mercedes-Benz Ireland has found that response rates to 
customer satisfaction surveys have increased considerably. 
The feedback that they have received shows that, as 
they thought, customers prefer the non-intrusive online 
method that allows them to complete surveys when it’s 
most convenient. 


