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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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Key Takeaways

Assess your Determine the Use appropriate
current truck digital aspects of B2C B2C car strategies
retailing plan car strategies that to streamline
can be applied to the B2B truck end-

B2B truck end-user user experience
journeys
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The Purchase Path Today

Requested a Used mobile
Looked at quﬂte online on lot
photos
- Loan Visited 3rd i
website Watched video dealer site a form

on YouTube

Searched
on Google Visited dealer
webhsite Test droizle
Located a atruc
dealer from cuI:E:nqer
e mobile reviews
isited a brand’s Clicked
. Search dealer :
social page Searched inventory display ad Visited a
n-market on mobhile dealership
truck shopper W-Smheﬂ Built-and-priced Used model
video a on OEM site comt%a:]rllson

Of 21 end-user touchpoints, 19 are digital
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Please download and install the {

slido Slido app on all computersyouuse | o |

What website provides a good
shopping experience?

@ Start presenting to display the poll results on this slide.
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Core Foundations of a Delightful Web Experience

Integrated

The user doesn’t have to
reach through the browser,

it uses the full capabilities of
the device (phone, tablet) to
create an experience true to
the device.

Fast

It responds quickly
to user interactions
with silky smooth

Engaging

Keeps the user coming back
to the site with beautifully
designed experiences that
look and feel natural.

animations and no
janky scrolling.
Reliable

Loads instantly and
reliably, never showing
the dinosaur, evenin
uncertain network
conditions.

Source: developers.google.com/web/fundamentals #ATDSHOW



Customer Life Cycle

Types of digital
retail customers:

PROSPECT
* Owner/operator

 Used vehicle Waey \
e Small fleet
 Small business

SERVICE

TRADE-IN

| #ATDSHOW




FREE parts shipping to Canada and United States

SR Tac. S

Other

> Cab Exterior (8T)
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R SEROES

SRP Service

Egusﬂ:'
TRUCK CENTERS

SERVICE YOUR
TRUCK

SERVICE PROGRAMS >

SERVICE
RESOURCES

R U s H i Servic REQUEST SERVICE -

Service Spe

MAI N SHORT-TERM CREDIT OPTIONS FOR PARTS
AND SERVICE

Planned mai

LEARN MORE

MAINTENANCE PLANS INTERNATIONAL 513 PINK MUDFLAPS CURRENT SPECIALS

8 RECOMMENDED TRUCK MAINTENANCE SERVICES

There's no better time to s well-maintained it the opan rosd. inspections jor componarts of your
wehiicle can extend the life of your truck and help you avoid unnecessary downlime. We asked cur Rush Truck Centers service depertments for their most recommended
maintenance services for truck and flest cwners based on the fssues they commanly see in gur repei shops — read their lop eight on The Long Haul.

FIND THE RIGHT TRUCK:

Source: Rush Truck Centers

solliy
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Slido Please download and install the

Slido app on all computers you use

How often do you audit your
online retailing experience?
In other words, how often do
you shop your store online?

@ Start presenting to display the poll results on this slide.
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Poll Question

How often do you audit your
online retailing experience?
In other words, how often do
you shop your store online?

A. Monthly

B. Quarterly

C. Annually

D. Doesn’t Google do that for me?
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Customer

®
Experience:
[ ] . . . .
AlMode All  Images Shopping Videos  Shortvideos MNews  More filters -

Sponsored

gle 2025 Jeep Wrangler $ @ Q

Tools -

Will showing

Wrangler Sport
$46,310

MSRP $52,245
New

2025 Jeep 2025 Jeep 2025 Jeep
Wrangler Spo...

541,662
MSRP $50,840
New

2025 Jeep
Wrangler...
$35,275
MSRP $42,040
New

2025 Jeep
Wrangler...
$35,534 >
MSRP 544,685
New

up on an SRP Criswell CDJ.. B Ourisman CD.. BYourLocalC..  Criswell CDJ..
i H @ Gaithersburg | @ Woodbridge @9 Sterling @ Gaithersburg | 9 Vienna
typically resultina
° A fod s o A —_— . e A - . o - - . e - L . o
contaCt Wlth the @ _V.'S'ts't. @ Visit sit | L. Visit sit | B VISItSIi. | 2 Visit sit
. Additional discloses are on the vehicle linding page. Tax, title, rocessing fees may apply.
dealership?
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Customer

Experience:
SRP

2024 26 freight truck

2018 2020 2020 2020 2020
Freightliner... Freightliner... International... Freightliner... Freightliner...

$54,000 524,750 $63,500 551,750 $30,750

& Visit site 2 Visit site 4 Visit site & Visit site & Visit site

Additional disclosures are on the vehicle landing page. Tax, title, and processing fees

Sponsored

https VK ICES. COM » USed » DOX-Truces

Penske Used Box Trucks - Browse Our Online Inventory

tion to meet indust & mechanical
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CUStomel" GO gle used mercedes chantilly, va

J o u r n e o Resuls fo Choose area | ’ Honda of Chantilly &) «~
b= ;:J_LLGLSK;!—:’;&' il;'- y.oom : usedvehicles 3 ol ﬂgl‘ " __.1'.' | s Lh T + = ’ 3
109 Pre-Owned Cars for Sale in Chantilly, VA £ : T M _

If you're buying a used car in Virginia, you can't afford 1o overiook the Mercedes-Benz - > g~ 9 ¥ pear)

used cars for ¢ ealership in Chantilly, VA!

Retired Loaner Vehicles Sell/Tradse

Mercedes-Benz of Chantilly
-~ https://www.mercedesbenzofchantilly.com » used-vehicles 3

109 Pre-Owned Cars for Sale in Chantilly, VA

If you're buying a used car in Virginia, you can't afford to overlook the Mercedes-Benz
used cars for sale at our dealership in Chantilly, VA!

AN

Certified Pre-Owned Vehicles Retired Loaner Vehicles Sell/Trade

How long will a used Mercedes last?
Questions & answers

VWhat is Mercedes buyback program? See all guestions (12 -
What is Mercedes buyback progran See all questions (12 Ask 2 question

solliy

Source: Mercedes-Benz of Chantilly #ATDSHOW




@Memedﬂs-l}enz

Of Chantilly

& @

Customer
Experience: &
Dealership ©

(= @D

Madel Mileage

Iake

HH

What is the
main call to
action?

eatures

Y @

Transmission

SPRINTER
AAMETRIS

ity 2 t 3§ Awp

New ~ Electric ~ Vans ~

¢/

109 Pre-Owned Cars for Sale in Chantilly, VA

Clear All Pre-Owned Certified Pre-Owned

Pre d 2017
Mercedes-Benz E 300 With
Navigation

Ma ce $19,000

SHOW ME THE
c/a|r|F|aPY

Mercedes-Benz Metris Passenger
With Navigation
Marl ce $20,495

SHOW ME THE.
(CARF AN

Pre-Owned ~ | Specials ~ Sell/Trade  Finance ~

PHOTOS COMING SOON
CALL FOR DETAILS

Mercedes-Benz

of Chanilly

Fre

Mercedes-Benz A 220

522,000

SHOW ME THE
c/a|r|F|aY

Q

Confirm Availability

Chat With Us

Source: Mercedes-Benz of Chantilly
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CTA: Explore Payments

Calculate Your Payment

Get the most accurate estimate of your payment terms for whatever option works best for your budget.

Finance Lease Cash
$1,336/ mo™ 51,268/ mo* or Use My Bank

My Offer Price” See Detalls Credit Rating

$79,725 V4 Excellent (740-900)

Cash Down Length of Loan

£7,973 72 Months at 7.99% APR

#ATDSHOW




Merg(edﬁs-Benz s::rg H;‘;,EER MNew v~ [Electic ~ Vans ~  PreOwned ~ Specials ~ Sell/Trade Finance v

Customer
EXp e ri e n C e : 109 Pre-Owned Cars for Sale in Chantilly, VA
Dealership R - L

@

Madel Mileage

lil Android Auto " Ap

PHOTOS COMING SOON
CALL FOR DETAILS

Mercedes-Benz

of Chanilly

HH

Engine
017 =r T
Mercedes-Benz E 300 With Mercedes-Benz Metris Passenger Mercedes-Benz A 220
Navigation With Navigation

$19,000 WE $20,495 Mark Price 522,000

SHOW ME THE SHOW ME THE SHOW ME THE

=i

Features Fuel Type

Y @

Transmission terio ) Explore Payments

Confirm Availability

Chat With Us

Source: Mercedes-Benz of Chantilly #ATDSHOW




New v Hectric~ Vans v PreOwned v Specials v Sell/Trade Finance v~ Service & Parts v AboutUs v

C u st O m e r PRE-OWNED 2017 Mercedes-Benz E 300 With Navigation "
VIN: WDDZFAKBTHADGZ983  STOCK: 7240886A
o
EX p e r I e n C e . \'I&‘.I"iié.:‘"d\‘:‘-.‘_i;lﬁt‘-lw. MercedesBEenzOfChantillyeom
. atl -| Ny . = .
Chat With Us

What makes this an A >
easy to use page? |

Cash

or Use My Bank

$19,000 &

Wh at i S t h e 3asic Info
main call to
action?

Engine: L Fuel Efficiency:

Mileage:

*VDP = vehicle description page

- Source: Mercedes-Benz of Chantilly #ATDSHOW



Confirm Avail

Pre-Owned 2017 Mercedes-Benz E 300 With Navigation

| Cashout the door Options
-

Confirm Availability

Source: Mercedes-Benz of Chantilly #ATDSHOW




Google

{=

international mv 20' van baltimore area »

Al Images Shopping Maps News \Videos Forums i More
:ﬁ’b Beltway Companies
~== https:/fwww.beltwaycompanies.com » beltway-internati... %

Beltway International Trucks - Baltimore, MD
2020 INTERNATIONAL MV 158181. Manufacturer: INTERNATIONAL Model: MV Year: 2020.

Cooina CLIBMBAIKIG Sola lict Deicg: ©A2 QN0 LICH Vg

EL northeastinternationaltrucks.com
~= https://www.northeastinternationaltrucks.com 3}

North East International Trucks

A Leader in transportation services in the Mid-Atlantic. As a locally owned business, our strategic

advantage includes our highly trained employees.
Missing: ¥aft | Show results with: van

D

Ew and Used

International MV Trucks for Sale near Baltimore, MD

International MV Trucks for Sale near Baltimore, MD - Used 2020 International MV SBA
4x2, Cab Chassis - Used 2020 International MV SBA 4x2, Box Truck - Used 2019 ...

Jﬁb northeastinternationaltrucks.com
~ hitps:/www.northeastinternationaltrucks.com 3

North East International Trucks

A Leader in transportation services in the Mid-Atlantic. As a locally owned business, our strategic

advantage includes our highly trained employees.
Missing: ¥ar | Show results with: van

fe)

Tools




8
E n d = u S e r CONVENIENT | DELIVERING FIORE

EX p e r i e n c e : lf:j::'i'iNALMV BOX TRUCKS FOR SALEIN y THAN JUST TRUCKS
Dealership

X INTERNATIONAL m X BOX TRUCKS
X MARYLAND

Quick Search

Listing Type and Auction Results

ol 2020 INTERNATIONALM 2020 INTERNATIONAL M 2019 INTERNATIONAL MV
[[] Trueks USD $42,900 USD $42,900 USD $54,900
Box Trucks Mileage: 22 Mileage: 23 Mileage: 1«

Stock Number: Stock Number: Stock Number:

L d D . V 22 D 222
Wh at I S t h e R, (667) 354-4590 R, [667) 354-4590
’ CONTACT US CONTACT US

main call to
a Ct i O n ? _ W DEI “"“'LS @ VIEW DETAILS

STk G g Quotes
ST Al for R e Apelyfor Fancing

Updated: Wednzsda, niber 25, 0128 PM Updated: Tuzsda, 24241 PM Updated: v ; r 25, 0128 PM

R, (667) 354-4590

CONTACT US

VIDEC CHAT

Source: Isuzu Truck of Lehigh Valley #ATDSHOW



=2 Share

End-user Ty
Experience:
VDP

Machine Location: 40301

SELLER INFORMATION
BELTWAY - USED TRUCK |
CENTER

~ ) B Video Chat [4
Contact: Truck &

t Shipping

currency. Apply for Financing

GENERAL

Year

Manufacturer

Model

Mileage

Source: Isuzu Truck of Lehigh Valley #ATDSHOW




C A ° R SALE > BOX TRUCKS > CARGO / STRAIBHT > INTERNATIONAL > MV > 2020
I -

® e
Financial

Monthly

Calculator SR

Number of Payments

Payments:

Total Amount:

Finance Charge:

Interest %

Loan Amount $ Currency

$42,900.00 USD

CALCULATE

Source: Isuzu Truck GfAEDIgH \Cley




2020 INTERNATIONAL MV

HOME > TRUCKS FOR SALE > BOX TRUCKS > |

First Name Message

Contact [ Sow—

Phone -

B -

ik, Maryland 21222 &

Postal Code

SUBMIT
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Call-To-Action What is your most What do you
important Call want your
(CTA) BUttonS to Action? customer to do?

Hey Do This

“Product Pages should have two CTAs,
because there are two types of visitors:
a prospective buyer who is further
down the sales cycle and a visitor in the
research phase of the customer journey.” This Is Your Next Step

- Kyle Mccarthy, Act-On, DMSC Conference 2021

Or How About This

Click Me! Click Me! ver

“If you want to maximize customer Learn More
response, decrease the number of Continue Now
calls to action.”

- Oli Gardner, Unbounce, DMSC Conference 2021 I’m The Most Important

#ATDSHOW



“Paralysis is the consequence
of having too many choices”

- Barry Schwartz, The Tyranny of Choice

BEST PRACTICES: CTAs can be market- and brand
remember is to focus on wha

Source: SHIFT Digital, 2023 Automotive Shopper Insights #ATDSHOW



Homepage

* When every department chimes in on what
should go on the home page.

* How do you balance the desire to highlight everything
for that customer who only visits the home page vs.
an efficient call-to-action design?

* Every department * Directions with map
e Coupons * Hours
* Specials e Chatbot

Hot vehicles Local teams being sponsored
Vehicles you wantto move « Community engagement

#ATDSHOW




NEW TRUCKS MNEW & USED TRUCKS FOR SALE PARTS & DELIVERY SERVICE CONTACT INFO Fel

24/7 Heavy Duty Towing, Accident Recovery & Emergency Road Service R« ¥30d31:{113

Commercial Truck Parts, Sales, and Service

Toll Free: 800-542-5032 ¢ NH: 603-542-5032 VT: 802-885-8700

Fully Licensed & Insured ¢ Covering All of VT &NH

Physical Location

939 John Stark Highway
Newport, NH 03774
Mailing Address

: . .
. . A : A
A necnTRUCKS . .. - . : i
() ()

Source: Walla Walla Valley Honda #ATDSHOW




mf LUTIEANMALCK INLT. E-
4. (315) 797-1714

‘i
llw HIRING
. Heavy , Medium Duty Truck Mechanic
e Hydraulic Counterperson

* Hydraulic Mechanic

Source: Walla Walla Valley Honda #ATDSHOW




Visit one of our 10 State of the Art Locations

BENTLEY HOO-RaE1N0 m

Truck Services, Inc. HOME LEASING ~ RENTAL ~ TRUCK SALES ~ PARTS ~ SERVICE ~ ABOUTUS ~

) EXCELLENCE

~-Family owned and operated since 1991

“"B1  VIEWINVENTORY |

SERVICE

FEATURED INVENTORY

Source: Bentley Truck Services #ATDSHOW




Use of Mobile Devices in the
Light Vehicle Purchase Process

Customers that use
46% multiple devices to get to
a dealership website

Show of hands:

How many think these
numbers apply to the

Customers that only use truck end-Uiser?

601% mobile to get to the
dealership website

ource: Cox Automotive Study #ATDSHOW



Website Responsiveness

ACME TRUCK
AWESOME

Fresh & modern concept

ACME TRUCK

AWESOME —lg
»

: ()

y

#ATDSHOW




Verify Your Web Site on Mobile

. 24/7/365 EMERGENCY SERVICE: (877) 4-ATG-HELP

éADVANTAGE TRUCK GROUP . 24/[7/365 EMERGENCY SERVICE:
- WE KNOW TRUCKS ABOUT US TRUCK SALES SHOWROOMS SERVICE PARTS BODY SHOP JOIN OUR TEAM NEWS CONTACT US MUNIWGEMG., HAULIN' 4 HUNSS Ast247
(877) 4-ATG-HELP

ét\DVANTﬁGE TRUCK GROUP

= Menu

WE KNOWZIR J GO

TRUCK INVENTORY
; |

; (] 4= SHOP PARTS
TRUCK INVENTORY SCHEDULE SERVICE 14 : SCHEDULE SERVICE

, &)
g

WESTERN STAR
OUR BRANDS*

——— N2y l « grands M3y vary s
CFREIGHTLINER Y} w @

4 on ATG Location

CE THE

Source: Advantage Truck Group (ATG) #ATDSHOW




Do at Home: Analyzing Your
Dealership Website

* Go to your dealership
website homepage

* Search fora common
truck in stock

» First search: include all modelyears

* Second search: filter by category = =

or keyword .

"y

e Complete this activity in 3-minutes

#ATDSHOW




Use Tools like Google Analytics

All Web Site Data ~

Users Flow

O;n..

Shows where visitors are
dropping off your site

2nd Page 3rd Page
W B [

i Drop off

.

’ Drop off

Drop off |

#ATDSHOW
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