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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.
Program participants should consult with their attorney to obtain advice with respect to any particular legal matter.
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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Quality Doesn’t Matter w/out Volume
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Absolute View Rate
67 (Views/ROs)
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Customer Nee
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see hear unhderstand
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The Problem with Bad

Redqponse

No Video Bad Vi Good Video
Value (SE;)
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Benefit of Good Vic
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5. Tracking
/. Technicians




@ Tactics: Inspectio

* Flow for your multipoint inspection

* On the ground
* |[n the air

* Flow for your video

* |[n the air
* On the ground

* 5 the inspection, Y2 the video
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OK/ Good

In the ye

Green is good
means f
attention a
requires im
attention.

Thumbs up or down
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Inform

Let the customer know
what you observed

Wipers

Preparati
® Inspect both the front windshield and the rear window for streaking; feel the rubber
wiper blade for stiffne . cessary, ¢ te the wipers with wiper
fluid to observe if ther any streakin chatter when in use.

I'\f‘plcu.un is recommended at least once per year
Key indi ¥ ing rubber, aking on the win cratching, ex
noise or cha

Immediate Attention

‘We tested your wipers today and found streaking on the windshield and excessive
chatter.

‘Wiper blades are made of rubber and can become stiff and tear with exposure to sun
and the elements.

| recommend you replace your wiper blades today.

Clear road vision during rain and winter conditions is critical to your driving safety. If
your visibility is impaired due to poor performance of your wipers, your safety is
compromised and you are at a disadvantage.

Future Attention

Inform Your wipers are starting to show signs of wear. The rubber is becoming stiff and
frayed.
‘Wiper blades are made of rubber and can become stiff and tear with exposure to sun
and the elements.

| recommend keeping an eye on how well the wipers are cleaning debris and rain
from your windshield. Replacement is recommended at least once per year.

If you experience poor visibility due to bad wipers you are at a disadvantage.

Your wipers appear to be in good shape.

Educate ‘Wiper blades are made of rubber and can become stiff and tear with exposure to sun
and the elements. Wipers allow for clear road vision during rain and wintry
conditions and are a key part of driving safety.

Replacement is recommended at least once per year. We will inspect your wipers at

each regular visit.

Implicate

the customer know
t happens if they do
ot address your
ecommendation

#NADASHOW



#NADASHOW



Confidant

Technician
1. Air filte 1., filter
2. Tierod 2.
3. Brakes 3. Brakes 3rakes
4. Battery 4. Battery ittery
5. CV boot E,
6. Tires 6. Tires
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Customer Pay Labor $ When A Video Not Viewed vs When It s Viewed (Technicians)

mileage ROs Closed Mot Viewed Count Avg Hours Not Viewed Viewed Count Avg Hours Viewed Delta Hours Delta % Hours

Service Technician
2.84 1

James Mobayed 150 0 33 !
rd Pimentel : F € 22 1.74 160.11¢
John-Josef Loftus-Fas . 1.80 .
Jose Turcios 3
Mark Aarden 100 4 3 - , . 0.69
77 ' 2.2 0.47

Alejandro Hernandez

Tech 348 Not Found 4 8 1 1 1.00 0
T ose | | T T, T T
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@ “l don’t get paid to take videos”

$3
bonus
1/10th
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@ Economics c

$60 per RO 50% profit

impro s

[ 2/10th ] $25/hour
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Tracking Quality

WWIW AW AW AW

Fail Good Better Best
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Good, Better, Best

W ) & ¥ ) 8 &

Good Better Best

 Caron lift, hood open e Carup anddown e Carup anddown

* Filters, battery results * Filters, battery results

* |Inform, recommend  Inform, educate, * |nform, educate,
recommend recommend, implicate




Tools and Measurement

Vehicle is in the air Brakes: Uses gauge for brake pad thickness

Hood is Open Tires: Uses gauge for tire tread
Organized and easy to follow Filters: Shows filters

Videos are of reasonable length Battery: Shows test results

Introduction

Introduces themself (name, title) Mentions washer top off, tire pressure set, reset service indicator
Introduces the dealership Mentions fluid levels, service based factory time and mileage
Shows the license plate Shows good things; "sell the green”; takes credit for the MPI
Introduces the concept Educates customer when describing issues or measurements

Video Skills Conclusion

[] Vehicle is the subject of the video [] Provides next steps (i.e., "call or text the advisor to discuss")
[] Camera movement is slow and steady, items are in focus [[] Thanks the customer, mentions dealership
[] Uses finger, flashlight, or pointer to show specific areas [] Wishes them a nice day

Audio Skills

[] Speaks slowly and clearly
[] Speaks with appropriate volume
[] Speaks throughout the video
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y Detected Objects

Video Content

Dealer Average VQS Scores Distribution

10
Total Score

sattery

Belt Tensioner

Recording Quality

Keywords

ltem
Exterior

Car

License Plate
Indicator

Wiper

$59 more

2.7X
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