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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%

$ Billions/Year

Non-Dealers
Ly£{1):]

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

Dealer Gross Profit Website Content

iIce/Parts

Vehicles
97%

Source: NADA DATA, 2013
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Dealer Service Content Currently

in the W

VOLUME FgRD DEALER = csiumew (300) 065218
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Mew Ford - Used Cars - Specials - Research - Finance « Farls/Service - Aboul Us - Home

FORD SERVICE CENTER AT GALFIN FOR
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ReadyCredit.com

Cradit Conoarns T g o=
VIEW BFECIALE

#NADA2016

N ATI OHA S U TOMGE F DESLFERESE AFZIOOIAT N




SERVICE CENTER SEARCH

E-SERVECENTER | TIRE SERVICES | PREVEMTIVE MAINTEHANCE = REPAIR SERVICES | SPECIAL SERVICES © FLEET SERVICES
EETIEET Whatis Tha? | MyVehicles: | ADDAWEMIGLE | | My Stores:,  ADDASTORE LOG M | Cresbs Vour Glavebax

Home = Pep Boys Services
>PEP BOYS SERVICES SAME DAY APPOINTMENTS

SCHEDULE YOUR
VEHICLE'S SERVICE

?- SCHEILILE SERVICE
ONLINE

TIRE
SERVICES

THALCE YOUR
VEHICLE'S ETATUS

SERVE

PREVENTIVE
MAINTENANCE

WITH OVER 6000 SERVICE BAYS
NATIONWIDE TRUST PEP BOYS

SHOP 4 SCHEDULE | SAVE

WE PROVIDE: PROFESSIONALS FOR YOUR = (HEDERATIOILER IS EALRTION
State Inspectian AUTOMOTIVE SOLUTIDNS. N\ SPECIAL
Hybrid Vehice Serice GEF SERVICES

El;faﬁ:lli_.wi;:ll;ﬁ;

ke | B 152,511 poopke e ths. e the frstof your ends THE BEST WAY TO BU'Y TIRES ONLINE

ard? EVERY M ODEL % [ swopTiRes |
TEMNANCE TO MAJOR REPAIRS SHOPTIRES

Atigsl's L e,



You Need A Service Website

@ ROTI ‘| get my cars (3) serviced every 3

SERVI : ca
Go Further Everyone Is considerate and responsive to my -

negds. Completion is on time or early

Home Specials

unnecessary work is never pushed. But | am

always advised of |ssuwes that may need

attention before the next visit’
Richard Barnurm, F=150 Chang

iche-related infarmatian for 2013 Ford F-150
1 W0 L, ._'l' rvere om Ford Craymer, Just visit

WTET to artivate thees fearires

Praih & Bulton sid vodew Lofilrolyo SiL ol plutet il ¢ ik Lefizalibe fouch wieen k. PSSR ETIS Lhei i i, D i 3 Ll

O How-To Vided
Learn More alwut yo

5 K miles .-\.-_r\;‘i".:“‘




NADA

Service Site Becomes the Dealer’s —
Digital Fixed Ops Hub
Organic PPC &
Search . Retargeting
Owner. / Franchise
OEM.com ? . - Website

" SERVICE
Errail WEBSITE -

OEM

“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
TNRDRZOTE
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Landing Page for Each Service

The Right Germantown Tires on Sale Call Us For Tres

when vou buy tires from our Germantown area 8 0 0 = 5 5 5 = 5 5 5 5

ain Poinls

—_ service center, you will ensure the tire brands on sale Buy 4 select tires, gota VOKOHAMA
Wheel & Tire i J /& are the right ones for your Ford. That's what our $ ailln O DONIEF
4 Fi ) certified service staff specializes in! Don't drive a Ford . Rebate GOODFVEAR

—. " T in Derwood? Mo problem - our wheel and tire

B Soe Dwmpds

specialists will make sure vou find the perfect car tires
in our tire shop in Maryland.

Our Gaithersburg dealership staff takes the time to
find out how and where you drive your Ford car Check Out Our Latest
around Derwood. This makes a huge impact on the
type of car tires you should buy for your car. City
driving vs. country driving will make a difference, as
well as how far you drive daily. Buying car tires online
may not give you this same type of opportunity to ask
guestions and even “try-on” new car tires to see what they look like.

W Tire Specials

Unsure whether your Rockville car or truck needs new tires? Stop by Rothbard Ford Service to have our
Derwood certified tire techniclans check the wear, tread, and inflatlon pressure,

Above all, you'll have a great experience when yvou buy tires frorm our Bethesda area service center, Our

customer service is top-notch and we believe in treating our Derwood Ford customers right. Shop Rothbard
Ford Service for an affordable selection of wheels and tires for your new or used Ford or other car or truck
near Germantown,

#NADA2016

MoA T GH A AU TOMIEGE F B oA FRESE AZISO0I1AT N




Tire Configurator

Tire Configurator

Search for Tires
m By Tire Size
* Requiced Fisids
* Selecta year _ E|
* Selectn maks |=l
* Salect 2 modl -]
Salecta trim._. l

#NADA2016
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Get search resilts using PHONE : (863) 225-9401

Keywords or part #°5 below!

Agvanced Search

sHoPPiNG FOR: 2014 Ford F-150 XLT| oTHER VEHICLES

Start Here CONTACTUS Blogs

h. | H I-. ;
. Cooler with Ford Accessories.
"

#NADA2016
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NADA
Parts & Service — Dealers Using Ecommerce

-mmsre:mmmm'mu-m imnacen 1) Pick Vehicle
e 2) Select Part
3) Confirm Choice
. | 4) Checkout

covt 1z Enter Payment

PHOME : [353) 2258401

CALLUS
FPHOMNE :© [B63) 7255401

I B e

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

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

69%
70 8% °
-A’ - 3% 3% 4% -6 "o
120 Days 60 Days 30 Days 3 Weeks 2 Weeks Same Week Same Day

Source: Compete Vehicle Maintenance Shopping Analysis, July 2011.



Chart1

		120 Days

		60 Days

		30 Days

		3 Weeks

		2 Weeks

		Same Week

		Same Day



share of first research session during timeframe

7%

3%

0.067

0.08

0.034

0.031

0.039

0.062

0.687



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%






Goals for the Website

a
”

Research  ~ P

Map / Directions v " Appointments

ol

Coupon Prints -

Service Call

#NADA2016
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VI schedule service Now!
LET CUSTOMERS N
SCHEDULE SERVICE
DIRECTLY FROM
YOUR SITE

4 7% of Drivers age 18-44 prefer to
schedule service appointments
online --Google & CriticalMix Fixed
Ops Study, March 2015



Can Associate w/ Cookies — Hello Jeff!

||- [ ] ||||il_|-c shens Wil £a |_.'_r'| More
vehicle-related information for 2013 Ford F-150
in youwr Garage here on Ford Owner. Just visit

S¥YMC Owner to activate these features

Push a bution and wosce-contngd your masic and phone ¢alls e customizable touch soreen is induitive to use

Certified "



Call us at 888-555-5555

LARGE, OBVIOUS
PHONE #; =
DYNAMICALLY
TRACKABLE



3 How-To Videos
Learn Mare about your Ford

HOW-TO
VIDEOS TO
EXPLAIN




Video Increases Search Engine Footprint and
Builds Consumer Trust

Rockvrlle

Ford Videne

Featup J b Ford Brake Parts

Motorcraft® Brake Parts

¢ Findt the might pares [ #NADA2016
L e atoust cur Parts Castar O




Videos For Any Routine Service

Brakes Video
Schedule Service Mow!
Tire Care Video
Maintenance Video
Exterior Maintenance Video
HWVAC Service Video

Exhaust System Video

OEM Parts Video

Featured Ford Video

Mew Ford Parts Wamanty (Short Wersion)

i




Dare To Compare Page

HAll HI]Hi]A 'IIREIHIA HEAIIH SEH\'IIJ[ nonoa . §
) B nan (RCKRaCAC I 2305 Call Us at 888.395-344]

DARE T0 COMPARE

0il & Filter
Change

Change
Coolant

Service

Saervice Center

] : S vait
Tires
Hall Honda Virginia

Beach Service $79.95 §5$189.99

Other Honda Dealership 95 [s199.99
— = e e e

$109.90

7.9

#NADA2016
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“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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NADA

What Else Do National Brands Do? Coupons!!!
= -W

Creale Your Glovebox

SHOP ONLINE
ELECTROMICS

PERFORMANCE | TOOLS & RECREATION

CAR CARE & MAINTEHANCE ACCESSORIES
My Vehiclas: | ADDAVEHICLE My Stores: | ADDASTORE LOGIN |
FLF RN VK CEATER

SAME DAY APPOINTMENTS ,
fAvailable Mow
SCHEDULE
YOUR VEHICLE'S

SCHEDULE YOUR SERVICE | SERVICE

Save Time - Convenient - Easy
PPOINTMENT

L= TRACK YOUR
/ VEHICLE'S
8 STATUS

TIRES PARTS

EVETTIEEET  What ke This?

$ LI]WESTFH!'
18.99
DO-T-YOURSELF « &

5.1-0T.0R 5-0TS. PENNZOIL {{ s

CONVENTIOMAL DIL
CHANGEWITH PURDLATOR =
IN STORE DMLY

CLASSIC OIL FILTER

UPTO

4] OFF

#NADA2016
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What Should You Use? Coupons!!!

3 How-Ta Videos W% Coupons & Rel: “tes : & Find the Right Parts
Learn More about your Ford Save on Service at Ro. | A Learn more aboul our Parts Center

V.’"

By & bl T et @ Tk, L8

i 1)

S6O)::: f.::f..".‘; 1 @ L
60 Mail-In @nmnp' '.0
Rebate GOODSYEAR

At Rothbard

selals

© See Detalls

“| get my cars (3) serviced every 3 - 5 K miles. "

Everyone is considerate and responsive to my
needs. Completion is on time or early.




NADA
Dealer Group Credit Card for Service =~

@ 3516 VIRGINIA BEACH EVD_ | VIRGIMNLA BEEACH VA 23452 fﬂﬁﬁfﬂffyg—;jﬁ;

RWVICE & PARTS MAINTEMAMCE TIRES BRAKES BATTERIES EXPRESS SERVICE ABOUT US VIDEY

RVICE

NJOY COMPETITIVE FINANCING' WITH THE MILEONE CARD -:f:

TSUBIECT T CRECHT APPROVAL ASK FOR DETAI LE.

e
' —

T—

P
roudily gccepted op off MileOna |,

edit Card g

L A U T O MODTIVE

ver time with 12 months

3PECIAL financing'

ick here to see important terms and conditions.

VICE NOW. PAY OVER T/

#NADA2016
r
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WANT TO GET AN ADDITIONAL

10* OFF

YOUR NEXT SERVICE APPOINTMENT?

YES ~ NO

GET MY 10% VOUCHER NOW | LIKE PAYING FULL PRICE FOR CAR SERVICE
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Mobile: Fast, Simple, Easy




NADA
Consumers Use Phones More Than Desktops
for Browsing Internet

Average Hours per Day with Media by US Adults

30

3.0 2.85
2.57
2.5 55— : 2.32
—e236 ©.36
2.0 2.27
1.5
1.0
0.8
0.5
2011 2012 2013 2014 2015

Emarketer, April 2015

—-Desktop --Mobile (Nonvoice)

#NADA2016
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NADA
Phone Calls — Top Task for Mobile Service =

Right Wrong

secon ATRT LTE 3:0Z PM o GEX M : : E i o 4% by

ourismanhonda.com C darcarshonda.com

) Bm;rg;qan
. Mgfiethesda, MD

Handa of Bowie - Newhg
Dealer

Gty R Find new vehicles

Search

Text Sales Sl




NADA
Directions Should be One Click — Easy

Wrong

e ATET 17T AAZFM

v uo WTAT ITF A:30 P

darcarshnnda.cmri
& {

HU LW AL Hap |

chrcar:hnnda.c!i

M) nancans Hane

T I:

s s ATET ITF A:76PM

darcarshonda.com

Honda of Bowie - New & U
Dealer i = a

A:306 P

darcarshonda.com
4:26 PM

Directions

) I

[ — Q 9

Hours & Directions

darcarshonda.com

PREMI i
Hours & Directions

FOR LIFE

Get Directions

our el

11" carper e

aur Shrant®

Get Directions

Your Zip Coda”

Find new vehiclas

22101

Your dip Uode” Yaur Shraps®

Your S Coude ™

Al Yerars




NADA
Service Appointments — Quick & Easy ~—

Easy

e ATET T 2004 P s m

xtime.com o

w Honda of Tyson's
Carme

A SB0 A3 G ILCRE.
HON WIEY 'd-'-_f-.'fc 221E2

SCHEEDULE YOUR SERVICE

I'm New Here
Find Me

LogMeln

Aerical
ereglisn

% A
- =4NADA2016
.




Pep Boys Service Coupons

1) 10x Redemption Rate of
Traditional
2) Integrate w/ Google &

Apple Wallet ’ | y  Finance
3) Trackable via Unique ' — 10 E',Q,”

SKU S tov 1 e e s b e Siee i
4) Deletion Rate <1% $1595 e Pmcr sl e | q

5) Create Loyalty Program

#NADA2016
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Search
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NADA

Mobile Fixed-Ops Marketing is the Future

2501

2004

1504

service & maintenance queries on Google.com, indexed

+98%

YoY Growth

desktop

100+
50 4
— —————— R —— —1____|__\_—___'___...______o-—'-'—-__. — e
D L) T LJ L L] ) L) L L] L) L] LJ LJ L] | ) L] LI L] L) T v L) L L)
L. K O3 LS -~ - T IS T T R T W S, b N B Lh o
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NADA
Mobile Dominates Search Volumes for
Competitors and Generic Business Types

Google Search Volume Washington, DC January 2016
80%

70%
60%
50%
40%
30%
20%
10%

0%

"Pep Boys" "Jiffy Lube" "Meineke" "Collision Center"

B Desktop = Mobile

#NADA2016




NADA

38

Mobile SERP’s Heavily Favor Paid Search

po—

# jim coleman toyota service

Google

Iiolels: Camnry, Tazoma, Conclla, Tundra

Browse Cur Used lmeentary
Special Offers & Deals
Browss Cur Maw Inventory

Contact Us

Bethesda - Auto Perk Ave

MoA T GH A

AU TOMIEGE F B oA

e August 2015 - 3 Mobile

_.ocal Ads

Prospect 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

5 AR S0

#NADA2016
| & T 1 N e —



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

88%
O CLICES ON
MOBILE SEARCH ADS
ARE INCREMENTAL
10O ORGANC CLICKS




Mobile Ad Best Practices

« Call Extensions
 Site Links

e Location Extensions
e Strong Call To Action
 Compelling Offer

12:44 PM ¥ TR

W jim coleman toyota service (]

Google

jim coleman toyota sarvics X H

ALL KL PE SHOPFME NEWS IMALZES

JimCGolamanTayota_com - Jim Colaman
Toyala

s jimcalera ingotaseeny’
Huge Hale On Cur Toyeta Inverony!
Sehedula Yaur Teat Drive Today.

Call (307) £68-7100
Iiolzls: Carnry, Tacoma, Canclla, Tundra

Browse Cur Used Inventory
Special Offers & Deals
Browss Cur Mew Inventory

Contact Ls

Bethesda - Auto Perk dwve

#NADA2016




NADA
Google Customer Match for Fixed Ops Campaigns

e Market to Your DMS

Advertiser @ .

* Leverage all Google :
Properties N o

e Highly Targeted

Google

#NADA2016
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My Account | Appointment History | Order History | Help / Customer Care | Find a Store

View Cart =
For the Professional | Sign up for Email Exclusives | Rewards | Gift Cards | $%% Savings 0 tems

Service Center Search

Make an Appointment Tire Services Preventive Maintenance Repair Services Special Services Fleet Services
My Vehicles: [ ADDAVEHICLE || MyStores: Pep Boys Germanto... | MyAppointments: [ MAKE AN APPOINTMENT | Log In | Create Account

Home |/ Schedule a Service Appointment

Coupon for 10% Off Service will be available after booking your service appointment.

Schedule a Service Appointment

STEP 1 STEP 2 STEP 2

Location, Vehicle & Services Date & Time Contact Information

Your Closest Pep Boys Store is:

Pep Boys Germantown Pep Boys Annandale Already have an Account?

20900-A Frederick Rd 7121 Little River Turnpike

Sign-in to access your saved preferences
Germantown, MD20876 Annandale, VAZ2003

Current Store Q@ Choose This Store Email

Password
Pep Boys Hyattsville

Remember me Forgot Password?
1804 University Bivd E Know a closer location?

Hyatisville, MD20783 Search all Pep Boys Stores

@ Choose This Store @ Find Stores

Select a Vehicle

You have not added a vehicle. @ Add a Vehicle




Dealers Are Absent On Google

National Brands

Google

oA EBEEB P~

trake servies minneapaolis
b 3350 O0C

dakmaces nnach

Places foe brake service near Minneapolis, M
Swmwlh Heotters Sandica inc -hEE h B AR
e ot poar Lo - 203 B 518 51, Hineea gl i - 512 132-THEIE
Eirsibores Conmiuty 8o Care Story 7L - 3 Googfu i
wws hrasiaracorepisleamicoan cam - 118 Hasthoma fras, Mimnaapshs - (K17) 5104

,' 2 Funigeuicy . - 3 Ctroghe e
WA TSI G - AN o G Sest. Mnneapss - |

, [ L Frdedriew 1l Googht FEvaTAT
i Laecha e ket o 1001 N Labs Stesnt, Sinae: s o (512] 822-3113
Bifichey . -1 Tty W A
mdaminscapls.com - G0 Last Lake Seet, Minnzapols - 06121 02745

= T

-

£ E1ATEI HOE

o Brake Sarvice 0 mMHE"i &M on Yahood | ocal
1 ER "

auimenl W s npoporalod Minneapelis, MM . Bowess L.
Sohz0 Com » Knne ol 1 3Ty GUon Sl DeverTes « SSupqes o
b & Equipmand Whiss o eorporasd, Minimeep olis, MN | Reviys ad diapr ...

O Criamypee | Tiees ...

MINNEAPOLISIST RALIL Aule Repair | [akes

mdazminraapode o - Cached
ow MINMEAPOLISET PAL wias bl oo san e all ol yiorar i e paii . O full g,
st krakms and hrabe rapoir eeraicsn i dhe asenws s ke o

5500

FES a

N & S U T MGE F T F oA
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Google SERP Percentages
National Brands Versus Dealers

< 5%

-— ,
Firestone Jiffy Lube Pep Boys Midas Car Dealerg}
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Email and Social
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Service Customers Need Email Reminders

Bring drivers back by making R
their lives easier.

Oﬂ|y 2% of vehicle owners get digital reminders from their service provider

HOYY D0 YOU DETERMINE IT'S TIME TO SERVICE YOUR CAR?

| maintain rmy own service calendar 31%
Sticker reminder from service center
When my odometer notes a particular mileage
Dashboard light reminder
E-mail or phone call reminder from mechanic

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



Email Signup For Offers

> EMAIL SIGNUP

PUT YOUR MOUSE
IN GEAR.

SIGN UP FOR EMAIL UPDATES AND RECEIVE:

» Exclusive Coupons = Store Special Alerts » Money Saving Tips

@22 Il

"SUMIVIER
TRAVEL TIPS




Social Service Ideas

Follow The Boys
n lo .

Shop Online Keyword, Part

Car Care | Accessories | Performance @ Tools & Recreation = Electronics @ Sale

A VEHICLE :I Iy Stares: Pep Boys Germanto... + My Appointments: I: MAKE AM APPOINTMENT

Inline Orders Over S100° | Enter Code ROADTRIP25 in Cart.

Chack us out for exclusive promotions, £ pecials > Coupons
updates, news and car care tips
> AVAILABLE COUPONS
> $10 OFF WHEEL ALIGHMENT i 312 Expires
$ 07312014
>10% OFF SERVICE Like B8 Expires
07312014
>$20 OFF $100 MERCHANDISE PURCHASE Lik 419 Expires
: g 07312014
> $24.99 CONVENTIONAL OIL CHANGE Lik Expires
: 07312014
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FaceBook & Twitter Service Marketing
. % B - sy, W Jh G :::::;?:x:r:;:wmmmmw g Bileymsum ::‘Ym cd
for new tires..
Yeah Right... e ™ e i
fy9GqsMNVKE =

GREEN LIGHT IS PROBABLY
Going T W Greener!

No. Mo, Please
TAKE YOUR TIME, THAT

Lils - Commant - Share P4

Y Adam Kondos and 59 others llke this.

B wayme M. Faust jr. | agree with Peter Ruppert don't be

Top Commenis -

Poep Uo 1yl

1:11pm, Oct 16 from HootSuite

WhataSlave: At pep boys getting my
oil change
1:31pm, Oct 16 from Twitter for iPhone

& pepboysauto: @whatasiave Great!
meise  Glad we could help you out with that,
thanks again.
4:48pm, Oct 16 from HootSulle

.

FRESE AZISO0I1AT N

pepboysauto: @baleymsu
~%. Whoa, be careful We'll make it easier,
take 20% off 4 installed tires and stay
safe: hitpo/co/weXBpOFoDB
1:38pm;, Aug 12 from HootSulte

Baileymsumner: @pepboysauto
A | woah thanks so much

1:56pm. Aua 12 from Twitter for iPhona

mbthegrB1: Terminator 2 has always

L rmade me leery of loors like this. @ Pep
Boys Auto Service & Tine hitp/fLco
MaiNwnhBJIO

8:32am, Aug 05 from Instagram

pepboysaute: @mbihegri1 Hasta la
ST vista..

4:52pm, Aug D6 from HootSuite

mbthegrB1: @pepboysauto Twitter

interactions like that & great service will

guarantesa " Ml be back ™ to you guys for

all my pars & auto noads.

4:01am, Aug 07 from Plume for Android
icrossing /L

#NADA2016




NADA -

[ ——

Questions
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Digital Secrets that Fill

Service Lanes

Jeff Clark

Chief Sales Officer
DealerOn
Derwood, MD
571-528-3839

jeff@dealeron.com

NATIONAL AUTOM

0O B

L

E

D

EALERS

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.

@mytwitterhandle
#NADA2016
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