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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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Imaginary Horses
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Leverage (Customer Experience)

e Wait Time
e Advisor W/A
 Instant Inspection (12)

e Structure
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What Waiting Cost

7 Seconds Equals 1% In Sales
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5 Minutes Would
Equal
42.85%




Missed OP’s

Set Intervals
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Brake Fluid Exchange 2V, 20K Mil NADA 12
ears/ iles m—
Power-Steering Fluid Exchange MB DOES NOT RECOMMEND
Coolant Exchange
EVERY 3 YEARS
‘09 Older Green Fluid/ 2010 Blue Fluid
Fuel Injection Service MB DOES NOT RECOMMEND
De-Carb Service MB DOES NOT RECOMMEND
Differential Service 4 Years/ 60K Miles
A/C Service 1 Year
Alignment 1 Year/ 12K Miles
Rehose MB DOES NOT RECOMMEND
Transmission Service 4 Years/ 40K Miles
Transfer Case 4 Years/ 40K Miles
Cabin Filters 2YEARS / 20K
Rotate & Balance 7,500K Miles
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Missed OP’s

Review RQO’s
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Missed OP’s (Three Options)

e Missed
e Sold

e Declined
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Lost Sales Example

Alignments
42 X $129.95 = $5457.90




Petting The Dog

 Appointments 20 Minutes Apart
e Greet at Curb

« Set up (Hat/Pre-Write)

e Set Expectations

e Direct
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Case Study (Group 1)
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Case Study (Group 2)
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Case Study (Group 2)

Closing Ratio
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Instant Inspection

e Advisor Performs W/A

 Create RO

« Tech/Foreman Racks Car

e Advisor Walks Customer To Racked Car
* Visual Inspection Is Performed

» Estimate/Approved
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Quick Lube

 Talent Match

e Remove Constraints

e Leverage Wisdom Of Time

 Tech Mentorship
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Questions
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Please visit the NADA Pavilion in
the Expo Hall for information on
accessing electronic versions of
this presentation and the
accompanying handout
materials, and to order the
workshop video recording.
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