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Background

| 2

OBJECTIVE
To conduct a survey on a large N (10,000) of US consumers balanced to census to gather consumer feedback toward Carvana and competitive

brands, with a focus on arriving at a deep understanding of the customer experience on Carvana and generating valuable insights related to

consumers who are actively in the market to buy and sell a vehicle.

STRATEGY
Conduct an electronic survey of 10,000 US consumers balanced to census electronically. Screening for Carvana 

customers via a multi-stage process



Questions Added Most Recently
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CVNA

Why did you buy a vehicle directly from another person? As opposed to buying from a company or 
dealership. Select up to three choices

Posed to respondents who said they purchased a vehicle from another person. (N=1348)

Bespoke Intel | Survey Research
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16.3%

17.9%

27.2%

35.5%

35.5%

0% 20% 40%

Couldn’t find what I wanted at a dealership

Other (please specify)

Exact model/trim/year I wanted wasn’t available at dealers

Able to get an independent inspection or longer test drive

Prior negative experiences with dealerships

Access to maintenance records / one-owner history

Vehicle appeared in better condition than similarly priced dealer cars

Avoid sales pressure / upselling

I’m knowledgeable about cars and comfortable evaluating them myself

Local/convenient to view and test drive

Avoid dealer fees/add-ons (e.g., doc fees, markups, forced packages)

Faster process / less paperwork

Ability to negotiate directly with the owner

Paying cash/private financing felt simpler (no dealer finance process)

Better price / value than dealerships

I knew/trusted the seller (friend/family/coworker)
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CVNA

How likely is it that you would recommend buying a car from a private individual to a friend or 
colleague?

Posed to respondents who said they purchased a vehicle from another person. (N=1348)

Bespoke Intel | Survey Research
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CVNA

Do you recall how long it took you to buy your vehicle (from when you decided you were going to buy a 
car to when you actually got the car)?

Posed to respondents who said they purchased a vehicle from another person. (N=1348)

Bespoke Intel | Survey Research
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CVNA

Thinking about the car you most recently bought from a private individual, do you recall the cost of the 
vehicle?

Posed to respondents who said they purchased a vehicle from another person. (N=1348)

Bespoke Intel | Survey Research
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Less than $5,000

$5,000–$9,999

$10,000–$14,999

$15,000–$19,999

$20,000–$24,999

$25,000–$34,999

$35,000–$49,999

$50,000 or more
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CVNA

How many miles did the car have on it at the time you bought it from a private individual?

Posed to respondents who said they purchased a vehicle from another person. (N=1348)

Bespoke Intel | Survey Research
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150,000–174,999 miles

175,000–199,999 miles

200,000+ miles
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CVNA

When you bought a vehicle directly from another person, did you finance it? How?

Posed to respondents who said they purchased a vehicle from another person. (N=1348)

Bespoke Intel | Survey Research
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86.3%

0% 20% 40% 60% 80% 100%

Home equity loan / HELOC

Online lender / marketplace auto loan

Other (please specify)

Bank/credit union auto loan arranged at the time

of sale (met at bank/credit on)

Personal loan (non-auto specific) from bank/credit

union

Seller financing / installment plan with the seller

Loan from family or friend

Bank or credit union auto loan (pre-approved)

Paid in full (no financing)
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CVNA

Did you know the person you bought your car from personally?

Posed to respondents who said they purchased a vehicle from another person. (N=1348)

Bespoke Intel | Survey Research
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Yes, they were a family, friend

No, I did not know them
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CVNA

How did you get comfortable with the condition of the vehicle that you bought from a private 
individual?

Posed to respondents who said they purchased a vehicle from another person. (N=1348)

Bespoke Intel | Survey Research
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14.3%

23.0%

28.0%

28.6%

49.0%

0% 20% 40% 60% 80% 100%

Other (please specify)

Vehicle was under a transferable

factory/extended warranty

State safety/emissions inspection completed

Nothing specific—I was comfortable without 

extra checks

Seller provided detailed photos/video and

disclosures

Reviewed a vehicle history report (e.g.,

Carfax/AutoCheck)

Reviewed service/maintenance records and

receipts

Independent pre-purchase inspection by a

mechanic (shop or mobile)

Did my own inspection (checklist / OBD-II scan)

Brought a knowledgeable friend/mechanic to

inspect

I knew/trusted the seller personally

Test drive
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CVNA

How did you find the car that you ultimately bought from a private individual?

Posed to respondents who said they purchased a vehicle from another person. (N=3322)

Bespoke Intel | Survey Research
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CVNA

Overall, how safe did you feel buying a car directly from a private individual?

Posed to respondents who said they purchased a vehicle from another person. (N=1348)

Bespoke Intel | Survey Research
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29.3%

16.3%

1.8%

2.7%
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Neither safe nor unsafe

Somewhat unsafe
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CVNA

For your next car, please rank how you would try/prefer to purchase it, with your preferred choice at 
the top:

Posed to respondents who said they purchased a vehicle from another person. (N=1348)

Bespoke Intel | Survey Research
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Buy it online

from a

website/app

and have it

delivered to

me (or I pick

it up)

Buy it from a

dealership

Buy it from a

private

individual

Oct (25)
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CVNA

Why did you sell a vehicle directly from another person? As opposed to buying from a company or 
dealership. Select up to three choices

Posed to respondents who said they sold a vehicle to another person. (N=2864)

Bespoke Intel | Survey Research
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14.8%

19.9%

20.5%

20.6%

22.3%

27.3%

30.1%

0% 20% 40% 60%

Other (please specify)

Include extras (spare wheels, accessories)

to increase value

Dealer offers were too low

(CarMax/Carvana/others)

Preferred to choose who bought my car /

keep it in-network

Higher proceeds than dealer trade-in /

instant-offer

Avoid dealer process/fees

Faster sale on my schedule

Local/convenient buyer (no travel)

Wanted a simple cash transaction

Could sell as-is without reconditioning

Already had a buyer lined up

(friend/family/coworker)

Ability to set my own price and negotiate

directly
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CVNA

How likely is it that you would recommend selling a car from a private individual to a friend or colleague?

Posed to respondents who said they sold a vehicle to another person. (N=2864)

Bespoke Intel | Survey Research
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CVNA

Do you recall how long it took you to sell your vehicle (from when you decided you were going to sell a 
car to when you actually sold the car)?

Posed to respondents who said they sold a vehicle to another person. (N=2864)

Bespoke Intel | Survey Research
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1-2 months

3-6 months
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More than a year
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CVNA

Thinking about the car you most recently sold to a private individual, do you recall the sales price of 
the vehicle?

Posed to respondents who said they sold a vehicle to another person. (N=2864)

Bespoke Intel | Survey Research
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I don't recall

Less than $5,000

$5,000–$9,999

$10,000–$14,999

$15,000–$19,999

$20,000–$24,999

$25,000–$34,999

$35,000–$49,999

$50,000 or more
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CVNA

How many miles did the car have on it at the time you sold it to a private individual?

Posed to respondents who said they sold a vehicle to another person. (N=2864)

Bespoke Intel | Survey Research
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I don't recall

Less than 25,000 miles

25,000–49,999 miles
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75,000–99,999 miles

100,000–124,999 miles

125,000–149,999 miles

150,000–174,999 miles
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200,000+ miles
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CVNA

Did you know the person you sold your to from personally?

Posed to respondents who said they sold a vehicle to another person. (N=2864)

Bespoke Intel | Survey Research

|Source: Bespoke Market Intelligence Survey
20CVNA Survey

50.1%

49.9%

0% 20% 40% 60% 80% 100%

Yes, they were a family, friend

No, I did not know them
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CVNA

Did you make any efforts to prepare the vehicle for sale? Select all that apply

Posed to respondents who said they sold a vehicle to another person. (N=2864)

Bespoke Intel | Survey Research
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21.1%

22.1%

34.8%

38.0%

39.7%

48.5%

0% 20% 40% 60% 80% 100%

Inspection (smog or mechanic)

None of the above

Repairs (minor or major)

Took photos & created listing

Routine maintenance (oil/filters)

Gathered records/title paperwork

Washed/detailed
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CVNA

Overall, how safe did you feel selling a car directly from a private individual?

Posed to respondents who said they sold a vehicle to another person. (N=2864)

Bespoke Intel | Survey Research
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Neither safe nor unsafe
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CVNA

How easy / difficult did you find it to sell a car to a private individual?

Posed to respondents who said they sold a vehicle to another person. (N=2864)

Bespoke Intel | Survey Research
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CVNA

Do you recall what the price was that you paid for the car you bought on Carvana?

Posed to respondents who said they have purchased a used vehicle from Carvana. (N=438)

Bespoke Intel | Survey Research

|Source: Bespoke Market Intelligence Survey
24CVNA Survey

2.3%

3.7%

8.9%

10.7%

15.5%

16.0%

18.0%

15.5%

9.4%

0% 20% 40% 60% 80% 100%

I don't recall
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CVNA

Do you recall how many miles were on the car at the time you bought it from Carvana?

Posed to respondents who said they have purchased a used vehicle from Carvana. (N=438)

Bespoke Intel | Survey Research
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<25,000

25,000–49,999

50,000–74,999
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I don’t recall
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CVNA

How many years old was the car that you bought from Carvana at the time you bought it?

Posed to respondents who said they have purchased a used vehicle from Carvana. (N=438)

Bespoke Intel | Survey Research
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CVNA

How satisfied are you at this point with the actual vehicle you bought from Carvana?

Posed to respondents who said they have purchased a used vehicle from Carvana. (N=438)

Bespoke Intel | Survey Research
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Somewhat satisfied

Neither satisfied nor

dissatisfied

Somewhat dissatisfied

Very dissatisfied
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CVNA

Do you use AI chatbots (IE, ChatGPT, Claude, Gemini, Grok, or others)?

Posed to all respondents. (N=9931)

Bespoke Intel | Survey Research
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Oct (25)

Posed to Carvana customers (N = 438)



CVNA

Have you ever used AI Chatbots (like ChatGPT, Claude, Gemini, Grok, or others) to do research related 
to buying a car?

Posed to all respondents. (N=9931)

Bespoke Intel | Survey Research
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8.4%

79.5%
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Yes, I have used it for

researching types of cars

Yes, I have used it for

researching where to buy a

car

No, I have not used it for

car research

Oct (25)
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CVNA

Do you recall if the chatbot recommended you look at any of the following? Select all that you can 
remember it recommended to you

Posed to respondents indicated that they used a chatbot to do research related to buying a car. (N=839)

Bespoke Intel | Survey Research
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23.7%

29.8%

36.6%

0% 20% 40% 60% 80% 100%

Other (please specify)

Craigslist

Autotrader

None of the above

CarGurus

Cars.com

A dealership

Facebook Marketplace

CarMax

Carvana

Oct (25)

Posed to Carvana customers (N = 438)



CVNA

If you started doing research to buy a car today, how likely would you use the following in your process:

Posed to all respondents. (N=9931)

Bespoke Intel | Survey Research
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CVNA

If an AI chatbot “car concierge” were available to you, how much human interaction would you still 
need before buying a used car?

Posed to all respondents. (N=9931)

Bespoke Intel | Survey Research
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18.1%

21.0%

20.2%

16.2%

0% 20% 40% 60% 80% 100%

None — I could complete the purchase without 

talking to a human

Minimal — quick verification only (e.g., 5–10 min 

chat/handoff)

Some — I’d still want help for 1–2 steps (e.g., 

inspection, paperwork)

Significant — I’d want a person involved in most 

steps

Complete — I’d need a person for every step

Not sure / depends
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CVNA

Which of the following describes you...

Posed to respondents who said they have purchased a used vehicle from Carvana. (N=384)

Bespoke Intel | Survey Research
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36.6%

8.8%

56.5%

35.2%

8.3%

0% 20% 40% 60% 80% 100%

I have only bought one car from Carvana, and
I haven't bought another since

I bought a car from Carvana, and have since
subsequently bought another car from Carvana

I bought a car from Carvana, and have since
subsequently bought another car from

somewhere else

Oct (25)

Jun (25)



CVNA

When you considered buying a car from Carvana in the past, were you able to find the type of car that 
you wanted to buy?

Posed to respondents who have considered buying a car from Carvana. (N=4048)

Bespoke Intel | Survey Research
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48.9%

31.3%

19.8%

44.8%

34.1%

21.1%

0% 20% 40% 60% 80% 100%

Yes, I was able to find the type of
car I wanted to buy

No, I was not able to find the
type of car I wanted to buy

I don't recall
Oct (25)

Jun (25)



CVNA

You mentioned that you have bought a car from Carvana. If you did not purchase that car from 
Carvana, do you think you would have been most likely to...

Posed to respondents who said they have purchased a used vehicle from Carvana. (N=438)

Bespoke Intel | Survey Research
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Questions Added In (June 2024)

|Source: Bespoke Market Intelligence Survey
CVNA Custom Survey 36



CVNA

Have you recommended the following to any other people?

Posed to respondents who said they have purchased a used vehicle from each of the following.

Bespoke Intel | Survey Research
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CVNA

You mentioned earlier that you bought a used car from the following, do you know someone else who 
bought a car from the following?

Posed to respondents who said they have purchased a used vehicle from each of the following.

Bespoke Intel | Survey Research
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CVNA

How likely is it that you would recommend the following you bought a used car from to a friend or 
colleague?

Posed to respondents who said they have purchased a used vehicle from each of the following.

Bespoke Intel | Survey Research
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Questions Added In The February 2024 Wave
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CVNA

During what year did you buy a car from Carvana for the first time?

Posed to all respondents who have purchased from Carvana. (N=438)

Bespoke Intel | Survey Research
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2025
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How did you know about buying from Carvana for this purchase?



CVNA

Why did you buy this car from the following, and not from Carvana?

Posed to all respondents who have purchased from an online platform other than Carvana (N = 2012).

Bespoke Intel | Survey Research
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Questions Added For Wave 7
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CVNA

How did you first learn about Carvana?

Posed to all respondents who have purchased from Carvana. (N=384)

Bespoke Intel | Survey Research
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CVNA

To what extent do a friend or family member's recommendation of Carvana influence your decision to 
buy from Carvana? 

Posed to all respondents who have purchased from Carvana. (N=384)

Bespoke Intel | Survey Research
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Carvana
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CVNA

Have you ever requested an offer to trade a car in to Carvana?

Posed to all respondents. (N=9931)

Bespoke Intel | Survey Research
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NA
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CVNA

Thinking of the trade-in offer you got from Carvana, was it better or worse than offers you got elsewhere?

Posed to all respondents who requested an offer from Carvana. (N=716)

Bespoke Intel | Survey Research
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27.9%

19.1%
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Carvana
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CVNA

When, if ever, do you think you would buy cars online?

Posed to all respondents. (N=9931)

Bespoke Intel | Survey Research
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46.9%

0% 20% 40% 60% 80% 100%

I already buy cars online

I haven't, but I would expect to start

soon (ie, my next car)

I haven't and I probably won't buy my

next car online, but I eventually will

do it

I don't think I'll ever buy a car online
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CVNA

When, if ever, do you think you would buy cars online? | OPTIONAL COMMENTS, WHY?

Bespoke Intel | Survey Research
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I haven’t, but I would expect to start soon (ie, my next car)

Cause it's easy to use 

Convenience and growing trust in online buying.

Easy

It seems like it might be a somewhat of an easier process to do so

It’s convenient 

It seems like a avenue to explore on my next purchase or sale of a vehicle 

I like the easy process, as long as I get at least a 30 day warrenty with it.

Because the rates are amazing 

It sounds great.

It's convenient to look at the pictures of the car online.  You can search more quickly.

I don’t need a car anytime soon but will likely revert to that when the time comes 

Easier to find online. 

I would get higher reselling price

Buying a car online is easier, better and smoother

Do not have to be around people.

Ease

I like to try many possible ways to purchase my cars

Could be easy 

It seems easier 

I much prefer buying in person but understand that that greatly limits my options.

Why not? It seems convenient.

No sales person

When I am able to afford a vehicle, the online option will be my choice.

Maybe it’s cheaper 

When it's the right time then I might buy it
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When, if ever, do you think you would buy cars online? | OPTIONAL COMMENTS, WHY?

Bespoke Intel | Survey Research
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I haven't and I probably won't buy my next car online, but I eventually will do it

Because I trust in person more

Just the trust aspect of going to a dealership

Prefer in-person now, may try online later.

If they had the selection and price I’m looking for and local dealerships have less attractive offerings in comparison 

You do almost everything online nowadays

Not sure about buying sight unseen!

I feel more comfortable seeing and driving a vehicle first before I buy it.

I might look into it.

Always buy new

I'm just not thinking of buying right now, but I'd consider doing it.

I like to take a test drive first.

I have to find exactly what I want and have it thoroughly inspected.

I would like to see in person first

Don't know how good it is and what happens if it is a lemon

Habit

No particular reason

I think it could be a little risky buying a car online, I might consider it in the future though.

Will have to check out the online websites 

Down payment and financing

I have a hard time trusting

I'm not sure that I ever will, but there's always the possibility.

I plan to use my car until I can’t anymore 

I want to see before buying

I am nervous to get to get a car and have it not be good and then be stuck with it

I like to research the companies and the customers reviews on everything I buy. Looking at a car in person is the best way.

I want  to see the car and drive it

I prefer to shop for cars in person
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When, if ever, do you think you would buy cars online?

Focusing specifically on respondents who own/lease one or more cars (N = 7538)

Bespoke Intel | Survey Research
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11.5%

23.9%

22.3%

42.4%

10.5%

23.6%

21.5%

44.4%

9.2%

22.9%

22.1%

45.8%

10.3%

20.8%

21.7%

47.2%

11.9%

22.2%

22.0%

44.0%

14.0%

20.2%

23.5%

42.3%

14.1%

21.2%

23.0%

41.7%

0% 20% 40% 60% 80% 100%

I already buy cars online

I haven't and I probably won't buy my next

car online, but I eventually will do it

I haven't, but I would expect to start soon

(ie, my next car)

I don't think I'll ever buy a car online

Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)



Questions Added for Wave 6
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When do you think you are likely to trade in the car you most recently purchased?

Posed to all respondents who indicated that they own a car, ie purchased not leased. (N=7249)

Bespoke Intel | Survey Research
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5.6%

6.0%

14.3%

23.0%

11.0%

40.2%

0% 20% 40% 60% 80% 100%

I am currently looking to trade it in

Within the next three months

Within the next year

1-3 years from now

4+ years from now

I have no plans to trade it in at any

point in the future

Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)
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Have you gotten a quote for trading in your current car in the past month?

Posed to respondents who own a car (ie, purchased, not leased). (N= 7249)

Bespoke Intel | Survey Research
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14.1%

85.9%

0% 20% 40% 60% 80% 100%

Yes, I have gotten a quote for
trading in my car in the past month

No, I have not

Oct (25)
Jun (25)
Feb (25)
Oct (24)
Jun (24)
Feb (24)
Sep (23)
May (23)
Jan (23)
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Was the value you were offered for your trade in...

Posed to all respondents who indicated that they own a car and have requested a trade in quote in the past month. (N=1020)

Bespoke Intel | Survey Research
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13.9%

22.3%

32.0%

18.3%

12.2%

1.4%

0% 20% 40% 60% 80% 100%

Significantly less than expected

Slightly less than expected

What I expected

Slightly more than expected

Significantly more than expected

N/A - Dealer declined making an offer
Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)
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How likely would you be to recommend selling a car to the following to a friend or colleague?

Posed to all respondents who indicated that they sold a car to Carvana. (N=160)

Bespoke Intel | Survey Research
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46
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Jan (23)
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Feb (24)
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Sep (24)

Feb (25)

Jun (25)

Oct (25)



Questions Added in Wave 5

|Source: Bespoke Market Intelligence Survey
CVNA Custom Survey 57



CVNA

Thinking about the last car you got from Carvana, which of the following best describe...

Posed to all respondents who indicated that they bought from Carvana. (N=438)

Bespoke Intel | Survey Research
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October 2025
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Did your Carvana delivery need to get rescheduled any times?

Posed to all respondents who indicated that they bought from Carvana. (N=438)

Bespoke Intel | Survey Research
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63.5%

17.6%

16.0%

2.3%

0.7%

0% 20% 40% 60% 80% 100%

0 times - did not reschedule

1 time

2 times

3+ times

If Rescheduled: Did the rescheduling impact
your opinion of Carvana?

Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)
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When you bought your last car from Carvana, did you...

Posed to all respondents who indicated that they bought from Carvana. (N=438)

Bespoke Intel | Survey Research
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2.1%

21.2%

28.8%

48.0%

0% 20% 40% 60% 80% 100%

I don't recall

Pay in cash up front (ie, no monthly
payments)

Finance through your bank

Finance through Carvana

Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)



CVNA

Have you ever considered buying a car from Carvana, but ultimately decided not to?

Posed to auto owners who have not purchased a car from Carvana. (N=8613)

Bespoke Intel | Survey Research
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67.6%

27.5%

4.9%

0% 20% 40% 60% 80% 100%

No, Never

I browsed, but never started a purchase process

I started the purchase process, but did not
complete it

Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)



CVNA

Which of the following best describes why you did not ultimately buy a car from Carvana?

Posed to all respondents who indicated that they considered Carvana in the past. (N=2822)

Bespoke Intel | Survey Research
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8.4%

13.7%

14.5%

14.6%

21.8%

27.1%

0% 20% 40% 60% 80% 100%

I didn't buy because the delivery date would
take too long

I didn't buy due to the financing rate

Other (please specify)

I didn't buy because the downpayment was
too expensive

I didn't buy because the selection of available
vehicles wasn't good

I didn't buy because the prices were too high
for the vehicles I was looking at

Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)

Filtering The Data: Focusing on respondents who started the purchase process, but did not complete it (N = 426)

6.8%

12.7%

20.9%

17.1%

17.8%

24.7%

0% 20% 40% 60% 80% 100%

Other (please specify)

I didn't buy because the delivery date would take

too long

I didn't buy because the selection of available

vehicles wasn't good

I didn't buy due to the financing rate

I didn't buy because the downpayment was too

expensive

I didn't buy because the prices were too high for

the vehicles I was looking at

Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)
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Deep-Dive With CVNA Customers
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Carvana Purchaser Screening Sequence

Posed to all respondents.

Respondents selected Carvana from a list of online auto platforms
indicating they have purchased a car from them.

Respondents were shown this image (right) and were asked if they 
bought a car through the Carvana website/app pictured (they were 
allowed to select that they were mistaken and didn’t actually buy it 
from Carvana. If they selected that they skipped the Carvana deep 
dive section).

Respondents were then shown this image (right) and were asked how 
they got their car from Carvana (delivered or vending machine). They 
were again permitted to select that they were mistaken and did not get 
a car from Carvana and skipped the Carvana deep dive if they selected 
that they were mistaken.

From there, we put them through two verbatim fill-ins. We asked them 
first:

Which brand of car did you buy from Carvana?

What did you like most and least about the Carvana experience?

*Anyone who did not fill-in a brand of a car and anyone who did not 
fill-in qualitative feedback that made sense about Carvana were 
removed from the Carvana deep dive.

|Source: Bespoke Market Intelligence Survey
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What did you like most about buying a car from Carvana?

Posed to all respondents who indicated that they bought from Carvana. (N=438)

Bespoke Intel | Survey Research
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CVNA

What brand of car did you buy from Carvana?

Posed to all respondents who indicated that they bought from Carvana. (N=438)

Bespoke Intel | Survey Research
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CVNA

Was there anything you disliked about buying a car from Carvana?

Posed to all respondents who indicated that they bought from Carvana. (N=438)

Bespoke Intel | Survey Research
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Prices

The hidden fees

Their usage behavior

The main downside was not being able to test drive the car before purchase

I didn’t love not being able to test drive the car before buying. It made me a 

little nervous about the condition.

The car was in bad condition 

THE CAR WAS FILTHY WHEN IT GOT HERE

The prices

The financing company.

Options stated aren't actually in my car.

2 of the cars they sent either smelled of cigarettes or the AC didn’t work

I was a little nervous buying something site unseen

Pricing Flexibility

Important information left out of description of current car condition.

I got charged for gap insurance and couldn’t get it refunded 

The car was damaged when delivered to the site 

95.4%

4.6%

0% 20% 40% 60% 80% 100%

No, nothing I disliked

Yes (please explain)

Oct (25)
Jun (25)
Feb (25)
Oct (24)
Jun (24)
Feb (24)
Sep (23)
May (23)
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Did you visit any dealerships before buying a car from Carvana?

Posed to all respondents who indicated that they bought from Carvana. (N=438)

Bespoke Intel | Survey Research
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54.8%

45.2%

0% 20% 40% 60% 80% 100%

Yes, I visited a dealership before buying
from Carvana

No, I did not visit a dealership before buying
from Carvana

Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)

May (22)

Dec (21)

Jun (21)



CVNA

How do you rate Carvana when it comes to the overall experience?

Posed to all respondents who indicated that they bought from Carvana. (N=438)

Bespoke Intel | Survey Research
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63.2%

30.1%

5.7%

0.5%

0.5%

0% 20% 40% 60% 80% 100%

Very Good

Good

Neutral

Poor

Very Poor
Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)

May (22)

Dec (21)

Jun (21)



CVNA

How likely is it that you would recommend Carvana to a friend or colleague?

Posed to all respondents who indicated that they bought from Carvana. (N=438)

Bespoke Intel | Survey Research

|Source: Bespoke Market Intelligence Survey
70CVNA Survey

63.54

64.66

63.75

65.82

66.1

67.22

69.02

58.53

60.8

59.91

58.78

63.39

59.36
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Jun (21)

Dec (21)

May (22)

Sep (22)

Jan (23)

May (23)

Sep (23)

Feb (24)

Jun (24)

Oct (24)

Feb (25)

Jun (25)

Oct (25)
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How does Carvana compare to buying a used car from the following:

Posed to all respondents who indicated that they bought from Carvana. (N=438)

Bespoke Intel | Survey Research
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1.28

1.34

1.37

Dealerships

Private
Individuals

Other Online
Autos

Sites/Apps
Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)

May (22)

Dec (21)

Jun (21)

Carvana is BETTER Same Carvana is 
WORSE



CVNA

What was the primary reason you opted to use Carvana for your transaction?

Posed to all respondents who indicated that they bought from Carvana. (N=438)

Bespoke Intel | Survey Research
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0.9%

1.8%

4.8%

4.8%

14.8%

19.9%

23.5%

29.5%

0% 20% 40% 60% 80% 100%

Other (please specify)

None of the above

I dislike the typical dealership
experience

Someone I trusted recommended
Carvana to me

Got financing more easily

Saves time

Price was compcetitive/fair

Convenience

Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)

May (22)

Dec (21)

Jun (21)



CVNA

For Carvana users, did you hold on to the vehicle or return it within the 7 day return window?

Posed to all respondents who indicated that they bought from Carvana. (N=427)

Bespoke Intel | Survey Research
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How likely are you to use Carvana again in the future?
Posed to all respondents who made a purchase through Carvana. (N=438)

CVNABespoke Intel | Survey Research
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62.8%

29.7%

6.4%

0.5%

0.7%

0% 20% 40% 60% 80% 100%

Very likely

Likely

Neither likely nor unlikely

Unlikely

Very unlikely
Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)

May (22)

Dec (21)

Jun (21)



Have you recommended Carvana to any other people?
Posed to all respondents who made a purchase through Carvana. (N=438)

CVNABespoke Intel | Survey Research
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8.9%

16.4%

21.9%

19.6%

8.0%

7.5%

5.0%

1.8%

2.1%

0.9%

7.8%

0% 20% 40% 60% 80% 100%

0 - None

1 person

2 people

3 people

4 people

5 people

6 people

7 people

8 people

9 people

10+ people

Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)

May (22)

Dec (21)

Jun (21)



Did you also include/buy any of the following from Carvana when you made your purchase?
Posed to all respondents who made a purchase through Carvana. (N=438)

CVNABespoke Intel | Survey Research
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14.8%

24.9%

55.5%

57.8%

0% 20% 40% 60% 80% 100%

None of the above

Gap Insurance

Vehicle Financing

Extended Warranty
Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)

May (22)

Dec (21)

Jun (21)



Cross-Tab Analysis | User Experience By Carvana Purchase Recency

|Source: Bespoke Market Intelligence Survey
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How do you rate Carvana when it comes to the overall experience?
Posed to respondents who have bought from Carvana, cross-tabbed by when they most recently bought. (N=438)

Bespoke Intel | Survey Research

|Source: Bespoke Market Intelligence Survey
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October 2025

N=

In the past 3 months 52

3-6 months ago 105

6-12 months ago 84

More than a year ago 197
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How likely are you to recommend Carvana to a friend or colleague? NPS
Posed to respondents who have bought from Carvana, cross-tabbed by when they most recently bought. (N=438)

|Source: Bespoke Market Intelligence Survey 79CVNA Survey
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Auto Ownership Trends and Background
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How many cars/autos does your household typically need?
Posed to all respondents. (N=9931)

CVNABespoke Intel | Survey Research
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14.0%

46.8%

29.9%

6.5%

2.8%

0% 20% 40% 60% 80% 100%
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Jan (23)
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How many vehicles do you currently own/lease?
Posed to all respondents. (N=9931)

CVNABespoke Intel | Survey Research
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2.11

1.17

Own

Lease

Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)
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Jun (21)

0 3+1 2

Weighted Average Guide: (4 point scale)

0 cars = 1

1 car = 2

2 cars = 3

3+ cars = 4



|Source: Bespoke Market Intelligence Survey
CVNA Custom Survey

Unaided and Aided Awareness

Respondents were shown these questions before any mention of Carvana or
competitors was made in the survey.
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If you wanted to BUY a used car online, which is the first site/app that you would think of?
Posed to all respondents. (N=9931)

CVNABespoke Intel | Survey Research
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57.9%

42.1%

0% 20% 40% 60% 80% 100%

I don't know

I would first think of buying from...

(please specify)

Oct (25)
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Feb (25)

Oct (24)

Jun (24)

Feb (24)
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Sep (22)

May (22)
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Jun (21)



Have you heard of any of the below? (Select ALL that apply)
Posed to all respondents. (N=9931)

CVNABespoke Intel | Survey Research
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4.1%

9.6%

21.5%

31.5%

38.8%

52.6%

74.5%

75.0%

0% 20% 40% 60% 80% 100%

Shift

None of the above

TrueCar

AutoNation

CarGurus

Cars.com

Carvana

CarMax

Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)

May (22)

Dec (21)

Jun (21)
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Competitive Dynamics Among Peer Group
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Have you ever visited any of the below sites/apps? (Select ALL that apply)
Posed to all respondents. (N=9931)

Bespoke Intel | Survey Research
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2.7%

9.9%

12.3%

15.0%

25.9%

33.7%

35.8%

44.3%

0% 20% 40% 60% 80% 100%

Shift

TrueCar

AutoNation

CarGurus

Cars.com

Carvana

CarMax

None of the above
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Jun (25)
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CVNA

What is your opinion of the following sites/apps?

Posed to all respondents who have visited the below.

Bespoke Intel | Survey Research
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N=

Carvana 3352

Shift 267

CarMax 3551

AutoNation 1218

TrueCar 979

Cars.com 2575

CarGurus 1489



CVNA

How much trust do you have in the following brands?
Posed to all respondents who have visited the below.

Bespoke Intel | Survey Research
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N=

Carvana 3352

Shift 267

CarMax 3551

AutoNation 1218

TrueCar 979

Cars.com 2575

CarGurus 1489



CVNA

How would you rate the selection of vehicles available for purchase?
Posed to all respondents who have visited the below.

Bespoke Intel | Survey Research
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N=

Carvana 3352

Shift 267

CarMax 3551

AutoNation 1218

TrueCar 979

Cars.com 2575

CarGurus 1489



CVNA

How would you rate the pricing of vehicles available for purchase?
Posed to all respondents who have visited the below.

Bespoke Intel | Survey Research
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N=

Carvana 3352

Shift 267

CarMax 3551

AutoNation 1218

TrueCar 979

Cars.com 2575

CarGurus 1489



Car Ownership – Most Recently Purchased Dynamics

|Source: Bespoke Market Intelligence Survey
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When did you most recently purchase/lease a car?
Posed to all respondents. (N=9931)

CVNABespoke Intel | Survey Research
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12.8%

13.6%

9.6%

33.8%

16.5%

0% 20% 40% 60% 80% 100%

Within the last month

Within the past six months

Within the last year

Within the last two years

Within the last three years

More than three years ago

I don’t have a car
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May (23)

Jan (23)

Sep (22)

May (22)



CVNA

Which of the following best describes the car you most recently acquired?

Posed to all respondents who own a car. (N=8299)

Bespoke Intel | Survey Research
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87.4%
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Which of the following best describes the car you most recently acquired?

Posed to all respondents who own a car. (N=8299)

CVNABespoke Intel | Survey Research
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41.5%

58.5%

0% 20% 40% 60% 80% 100%

It was a brand new car – ie, no 

previous owner(s)

It was a used car – ie, it had 
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Thinking about the used vehicle you most recently acquired, how did you buy it?

Posed to all respondents who purchased or financed (not leased) a used vehicle. (N=4403)
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CVNA

From which site/app did you buy your used car?

Posed to all respondents whose used vehicle they most recently acquired came via an online auto site/app purchase.(N=336)
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CVNA

Why did you not buy your used car from Carvana?

Posed to car owners who most recently purchased (not leased) a used car (not new) BUT did not use Carvana for their purchase.
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CVNA

For how long do you typically hold on to a vehicle?

Posed to all respondents who have vehicles. (N=8296)
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CVNA

When did you most recently sell a car?

Posed to all respondents. (N=9931)
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CVNA

For how long did you own the car you most recently sold?

Posed to all respondents who have ever sold a vehicle. (N=5799)
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Where did you sell your vehicle?

Posed to all respondents who have ever sold a vehicle.(N=5795)
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To which online auto site/app did you sell your car?

Posed to respondents who said they sold the car they most recently sold to an online platform. (N=640)
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CVNA

What was the primary reason you sold your car to Carvana?
Posed to all respondents who sold to Carvana. (N=160)
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CVNA

Did you visit a dealership before selling a car to Carvana?

Posed to all respondents who sold to Carvana. (N=160)
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Why did you NOT sell to Carvana?

Posed to respondents who have sold a vehicle, but did not sell to Carvana. (N=5635)
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CVNA

Are you currently in the market looking to SELL a USED vehicle?

Posed to all respondents. (N=9931)
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CVNA

If you needed to sell a car today, how would you be most likely to sell it?

Posed to respondents who own a vehicle (ie, purchased or financed, but not leased). (N=7538)
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How will you SELL the USED vehicle you are trying to sell?

Posed to all respondents who are looking to sell a used vehicle. (N=1320)
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CVNA

Which online website/app would you be most likely to sell it to?

Posed to all respondents who are looking to sell a used vehicle and would sell to a site/app. (N=462)
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If you could enter your car’s license plate or vin number and answer a few questions via a 
website/app and receive a no haggle cash offer in minutes which is good for 7 days and get paid 
when the car is picked up if you accept. How likely would you be to request an offer?

Posed to respondents who are currently in the market to sell a vehicle. (N=1318)
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If you could enter your car’s license plate or vin number and answer a few questions via a 
website/app and receive a no haggle cash offer in minutes which is good for 7 days and get paid 
when the car is picked up if you accept. How does this sound compared to selling your used car to a 
private individual?

Posed to respondents who are currently in the market to sell a vehicle. (N=1318)
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If you could enter your car’s license plate or vin number and answer a few questions via a 
website/app and receive a no haggle cash offer in minutes and have your car picked up from you if 
you accept. To what extent do you believe that selling your car this way would...

Posed to respondents who are currently in the market to sell a vehicle. (N=1318)
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CVNA

Are you currently in the market looking to acquire a vehicle?

Posed to all respondents. (N=9931)
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Thinking about the vehicle you are in the market to acquire, which best describes what you are 
looking to do?

Posed to all respondents who are looking to acquire a vehicle. (N=2305)
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Thinking about the vehicle you are in the market to acquire, which best describes what you are 
looking to get?

Posed to all respondents who are looking to buy a vehicle (not lease). (N=1838)
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Where are you most likely to purchase the used vehicle?

Posed to all respondents who are looking to buy a used vehicle. (N=1054)
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CVNA

From which online auto app or website are you most likely to buy the car you are in the market for?

Posed to all respondents who are looking to buy a used vehicle and indicated they would be most likely to buy from an online site/app.
(N=290)
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If you were to purchase a used car online today, how likely would you be to secure financing online as 
well?

Posed to all respondents who are looking to buy a used vehicle and indicated they would be most likely to buy from an online site/app.
(N=290)
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CVNA

Where would you most likely secure financing online?

Posed to all respondents who are looking to buy a used vehicle and indicated they would be most likely to buy from an online site/app.
(N=290)
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If you were to purchase a used car online today, how likely would you be to also purchase an 
extended vehicle warranty?

Posed to all respondents who are looking to purchase a used vehicle and indicated they would be most likely to buy from an online site/app.
(N=290)
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Why didn't you buy from Carvana after visiting the site/app? (Select ALL that apply)

Posed to all respondents who have visited Carvana but haven’t made a purchase through Carvana. (N=2416)
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When it comes to buying a used car, please rank the importance of the following (from most 
important at the top, to least at the bottom)

Posed to respondents who said their household typically needs 1 or more vehicles. (N=8541)
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To what extent do you agree with the following statement: "A risk free 7 day return period reduces 
the importance of needing to see/test drive a used car in person"

Posed to respondents who said their household typically needs 1 or more vehicles. (N=8541)
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Which of the following best describes the car you most recently acquired?
Posed to respondents who either know exactly what their credit score is or have a good sense of what it is…
Posed to auto owners

CVNABespoke Intel | Survey Research
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Thinking about the used vehicle you most recently acquired, how did you buy it?
Posed to respondents who either know exactly what their credit score is or have a good sense of what it is…
Posed to auto owners who most recently purchased a used vehicle

CVNABespoke Intel | Survey Research
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Are you currently in the market looking to acquire a vehicle?
Posed to respondents who either know exactly what their credit score is or have a good sense of what it is…

CVNABespoke Intel | Survey Research
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Thinking about the vehicle you are in the market to acquire, which best describes what you are looking 
to get? 
Posed to respondents who either know exactly what their credit score is or have a good sense of what it is…

Posed to respondents who are in the market to get a new vehicle and plan to buy (not lease)
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Where are you most likely to purchase the used vehicle?
Posed to respondents who either know exactly what their credit score is or have a good sense of what it is…
Posed to respondents who are in the market to get a new used vehicle and plan to buy (not lease)

CVNABespoke Intel | Survey Research

Source: Bespoke Market Intelligence Survey | 133CVNA Survey

43.3%

16.5%

34.0%

1.0%

31.3%

19.6%

43.6%

1.2%

28.6%

36.8%

30.0%

2.5%

32.3%

37.3%

23.5%

3.5%

32.8%

40.5%

13.9%

6.7%

0% 20% 40% 60% 80% 100%

Dealership

From a private individual

Online Auto Site/App

None of the above

300 to 579: Poor

580 to 669: Fair

670 to 739: Good

740-799: Very Good

800-850: Excellent

N=

800-850: Excellent 97

740-799: Very Good 163

670 to 739: Good 280

580 to 669: Fair 319

300 to 579: Poor 195



% of respondents who have visited Carvana
Posed to respondents who either know exactly what their credit score is or have a good sense of what it is…

CVNABespoke Intel | Survey Research

Source: Bespoke Market Intelligence Survey | 134CVNA Survey

28.9%

42.1%

36.9%

32.6%

24.7%

0% 20% 40% 60% 80% 100%

800-850: Excellent

740-799: Very Good

670 to 739: Good

580 to 669: Fair

300 to 579: Poor

Carvana

N=

800-850: Excellent 573

740-799: Very Good 819

670 to 739: Good 885

580 to 669: Fair 762

300 to 579: Poor 312



Why didn't you buy from Carvana after visiting the site/app? (Select ALL that apply)
Posed to respondents who either know exactly what their credit score is or have a good sense of what it is…
Posed to respondents who have visited Carvana but did not buy from Carvana after visiting

CVNABespoke Intel | Survey Research

Source: Bespoke Market Intelligence Survey | 135CVNA Survey

N=

800-850: Excellent 378

740-799: Very Good 502

670 to 739: Good 631

580 to 669: Fair 513

300 to 579: Poor 249

32.3%

33.5%

18.1%

5.3%

5.8%

13.3%

34.0%

27.0%

26.0%

11.7%

7.8%

13.5%

33.4%

25.5%

25.6%

12.6%

6.4%

19.3%

28.5%

24.7%

28.1%

17.7%

5.5%

14.8%

19.6%

14.1%

32.9%

26.3%

4.7%

16.1%

0% 20% 40% 60% 80% 100%

Didn’t have the car I want

Didn’t want to buy a car site unseen on the 
internet

Didn’t like the prices

Didn’t get good financing terms

Don’t trust Carvana

I didn’t want to wait for my car to be delivered 300 to 579: Poor

580 to 669: Fair

670 to 739: Good

740-799: Very Good

800-850: Excellent



Have you ever considered buying a car from Carvana, but ultimately decided not to?
Posed to respondents who either know exactly what their credit score is or have a good sense of what it is…

CVNABespoke Intel | Survey Research

Source: Bespoke Market Intelligence Survey | 136CVNA Survey

76.8%

19.9%

3.4%

63.3%

31.2%

5.5%

61.8%

32.2%

6.0%

65.8%

30.0%

4.2%

72.9%

21.6%

5.6%

0% 20% 40% 60% 80% 100%

No, Never

I browsed, but never started a
purchase process

I started the purchase process, but did
not complete it

300 to 579: Poor

580 to 669: Fair

670 to 739: Good

740-799: Very Good

800-850: Excellent

N=

800-850: Excellent 1783

740-799: Very Good 1552

670 to 739: Good 2058

580 to 669: Fair 2130

300 to 579: Poor 1183



Which of the following best describes why you did not ultimately buy a car from Carvana?
Posed to respondents who either know exactly what their credit score is or have a good sense of what it is…
Posed to respondents who considered buying a car from Carvana in the past, but ultimately decided not to…

CVNABespoke Intel | Survey Research

Source: Bespoke Market Intelligence Survey | 137CVNA Survey

8.5%

5.8%

8.5%

24.2%

29.0%

11.2%

13.0%

10.2%

29.0%

23.3%

14.0%

13.7%

10.0%

29.2%

22.1%

16.5%

19.2%

6.9%

27.3%

17.2%

17.8%

20.6%

4.4%

22.1%

19.3%

0% 20% 40% 60% 80% 100%

I didn't buy due to the financing rate

I didn't buy because the downpayment was
too expensive

I didn't buy because the delivery date would
take too long

I didn't buy because the prices were too high
for the vehicles I was looking at

I didn't buy because the selection of available
vehicles wasn't good

300 to 579: Poor

580 to 669: Fair

670 to 739: Good

740-799: Very Good

800-850: Excellent

N=

800-850: Excellent 414

740-799: Very Good 570

670 to 739: Good 788

580 to 669: Fair 729

300 to 579: Poor 321



Source: Bespoke Market Intelligence Survey

Demographics
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What is your age?
Posed to all respondents. (N=9931)

CVNABespoke Intel | Survey Research

Source: Bespoke Market Intelligence Survey

12.1%

18.5%

17.2%

14.3%

15.1%

13.7%

9.2%

0% 20% 40% 60% 80% 100%

18 to 24

25 to 34

35 to 44

45 to 54

55 to 64

65 to 74

75 or older
Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)
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What is your gender?
Posed to all respondents. (N=9931)

CVNABespoke Intel | Survey Research

Source: Bespoke Market Intelligence Survey

46.9%

53.1%

0% 20% 40% 60% 80% 100%

Male

Female

Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)

May (22)

Dec (21)
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What is your approximate average household income?
Posed to all respondents. (N=9931)

CVNABespoke Intel | Survey Research

Source: Bespoke Market Intelligence Survey

27.0%

27.6%

19.0%

10.5%

5.7%

4.1%

2.2%

1.3%

2.6%

0% 20% 40% 60% 80% 100%

$0-$24,999

$25,000-$49,999

$50,000-$74,999

$75,000-$99,999

$100,000-$124,999

$125,000-$149,999

$150,000-$174,999

$175,000-$199,999

$200,000 and up
Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)

May (22)

Dec (21)

Jun (21)
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CVNA

Which of the following best describes your credit score? If you are unsure, provide your best estimate

Posed to all respondents. (N=9931)

Bespoke Intel | Survey Research

|Source: Bespoke Market Intelligence Survey
142CVNA Survey

20.0%

19.6%

24.1%

23.6%

12.7%

0% 20% 40% 60% 80% 100%

800-850: Excellent

740-799: Very Good

670 to 739: Good

580 to 669: Fair

300 to 579: Poor Oct (25)

Jun (25)

Feb (25)

Oct (24)

Jun (24)

Feb (24)

Sep (23)

May (23)

Jan (23)

Sep (22)
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