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The views and opinions presented in this educational program and any accompanying handout material are 
those of the speakers, and do not necessarily represent the views or opinions of NADA. The speakers are not 
NADA representatives, and their presence on the program is not a NADA endorsement or sponsorship of the 
speaker or the speaker’s company, product, or services. 

Nothing that is presented during this educational program is intended as legal advice, and this program may not 
address all federal, state, or local regulatory or other legal issues raised by the subject matter it addresses. The 
purpose of the program is to help dealers improve the effectiveness of their business practices. The information 
presented is also not intended to urge or suggest that dealers adopt any specific practices or policies for their 
dealerships, nor is it intended to encourage concerted action among competitors or any other action on the part 
of dealers that would in any manner fix or stabilize the price or any element of the price of any good or service. 
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Upon completion of this workshop, you will______________.   
 

IMAGINARY HORSES  

 

 

 

 

 

 

 

 

 

 

          

 

Notes:  
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LEVERAGE (CUSTOMER EXPERIENCE)  

 

 - 

 - 

 - 

 - 

 

Notes:  
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THE COST OF WAITING 

 

 7 seconds equals _______  in Sales 
 

 5 minutes’ equals  
 
 
 
 

MISSED OP’S 

 

 Set Intervals 
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 Review RO’s 

 

 

MISSED OP’S  

 

 
 

Notes:  
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MISSED OP’S  

Three options:  

1 

2 

3 

 

Lost Sales Example:  

 

 

 

 

Notes: 
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INSTANT GREETING 

 

• - 

• - 

• - 

• - 

• - 

 

 

 

Notes:  
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       Case Study Group 1 

 

          

       Case Study Group 2 

 

         

 

Notes:  
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INSTANT INSPECTION 

 

 - 
 - 
 - 
 - 
 - 
 - 

 

 

 

 

 

 

 

Notes: 
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QUICK LUBE: 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Notes:  
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