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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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Service & Parts - $300B/year Dealers get <30%
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$ Billions/Year

Dealers
$80B

Non-Dealers
$230B

Source:  NADA State of Industry Report 2013, 
Automotive Aftermarket Industry Association, 2013
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Website Content
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Dealer Profit and Website Content:
What’s Wrong With This Picture?
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Dealer Gross Profit Website Content

Service/Parts
53%

Vehicles
47%

Service/Parts
3%

Vehicles
97%

Source:  NADA DATA, 2013
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Dealer Service Content Currently
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3rd Party Service Chain – Pep Boys
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You Need A Service Website
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Service Site Becomes the Dealer’s 
Digital Fixed Ops Hub

“Service websites are the #1 source across devices helping drivers learn more about 
service centers they were aware of but hadn’t previously considered”

-Google & CriticalMix Fixed Ops Study, March 2015
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Landing Page for Each Service
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Tire Configurator
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Parts & Service Content For Dealers
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Parts & Service – Dealers Using Ecommerce
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1) Pick Vehicle
2) Select Part
3) Confirm Choice
4) Checkout
5) Enter Payment3

4
5
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Nearly 70 percent of shoppers buy within one day
share of first research visits prior to conversion (vehicle service brands)

Goals for Site are not “Leads”, Shopping Cycle 
is Hours, Not Weeks

Source: Compete Vehicle Maintenance Shopping Analysis, July 2011.
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Sheet1

		# of brand visits		share of first research session during timeframe		Column1		Column2		Column3		Column4

		120 Days		6.70%

		60 Days		8.00%

		30 Days		3.40%

		3 Weeks		3.10%

		2 Weeks		3.90%

		Same Week		6.20%

		Same Day		68.70%
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Goals for the Website

Map / Directions

Coupon Prints

Service Call

Appointments

Research
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3rd Party Service Scheduler Integrated

LET CUSTOMERS 
SCHEDULE SERVICE 

DIRECTLY FROM 
YOUR SITE

47% of Drivers age 18-44 prefer to 
schedule service appointments 

online --Google & CriticalMix Fixed 
Ops Study, March 2015
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Can Associate w/ Cookies – Hello Jeff!
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Increase Service Phone-Ups

LARGE, OBVIOUS 
PHONE #; 

DYNAMICALLY 
TRACKABLE 

Call us at 888-555-5555
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Use Educational Video

HOW-TO
VIDEOS TO 
EXPLAIN  
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Video Increases Search Engine Footprint and 
Builds Consumer Trust
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Videos For Any Routine Service
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Dare To Compare Page
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Why Your Dealership Instead of 3rd Party 
Service  Chain?  Highlight Staff Credibility

“Automotive Experience —14 
years Current Position —3 years 

Special Awards —Master 
Certified Ford and Lincoln 

Service Manager and Service 
Consultant, Ranked 1st in 2009 

for Washington DC Region in 
Ford’s Employee Excellence 

Program”
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Offers
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What Else Do National Brands Do?  Coupons!!!



#NADA2016

What Should You Use?  Coupons!!!
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Dealer Group Credit Card for Service



Behaviorally Targeted Service Ads
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Mobile: Fast, Simple, Easy
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Consumers Use Phones More Than Desktops 
for Browsing Internet

30
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Average Hours per Day with Media by US Adults

Desktop Mobile (Nonvoice) Emarketer, April 2015
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Phone Calls – Top Task for Mobile Service
Right Wrong

+30%
Calls
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Directions Should be One Click – Easy

Wrong
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Service Appointments – Quick & Easy
Hard Easy
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Pep Boys Service Coupons
1) 10x Redemption Rate of 

Traditional
2) Integrate w/ Google & 

Apple Wallet
3) Trackable via Unique 

SKU
4) Deletion Rate <1%
5) Create Loyalty Program
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Search



#NADA2016

Mobile Fixed-Ops Marketing is the Future
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Mobile Dominates Search Volumes for 
Competitors and Generic Business Types 
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"Pep Boys" "Jiffy Lube" "Meineke" "Collision Center"

Google Search Volume Washington, DC January 2016

Desktop Mobile
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Mobile SERP’s Heavily Favor Paid Search
38

• August 2015 – 3 Mobile 
Local Ads

• IProspect Reports 40% 
Decline in Organic CTR

• Dealers May Be After 3 Local 
Ads for Their Own Branded 
Term

• You MUST Buy Your Brand

• Consider Buying Competitors



86% of Automotive Mobile Search Ad Clicks 
are INCREMENTAL -- Google
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Mobile Ad Best Practices

• Call Extensions

• Site Links

• Location Extensions

• Strong Call To Action

• Compelling Offer
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Google Customer Match for Fixed Ops Campaigns

• Market to Your DMS

• Leverage all Google 
Properties

• Highly Targeted
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3rd Party Chains Use Remarketing Ads
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Dealers Are Absent On Google
• National Brands Dealers
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Google SERP Percentages
National Brands Versus Dealers

95%

55% 65% 60%
< 5%

Car DealerMidasPep BoysJiffy LubeFirestone
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Email and Social



Service Customers Need Email Reminders

Google Study, “Road to Winning 
Drivers – Aftermarket Service”, July 2013



Email Signup For Offers



Social Service Ideas
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FaceBook& Twitter Service Marketing
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Questions

50
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@mytwitterhandle
#NADA2016

Your photo 
here

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.Jeff Clark

Chief Sales Officer
DealerOn

Derwood, MD
571-528-3839
jeff@dealeron.com
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