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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.




Speed of Technology Adoption

50
IS Electricity — 46 years
(;6\ 45
Nj
& 40
2
S 35 Telephone
() .
5}» 20 Radio
QY i
S Television — 26 years
> 25
(}]
2
N 20
S PC
Y 15
Ag)rz? Cell phone
10
Internet — 7 years
5
I I Social Media
0
2017
i

Source: 2018 Cox Automotive Research




Pace of Change




Dealers are Making Less Profit Per Vehicle
Sold than Ever Before
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Technology is Important
for Your Workforce

93%

Of Millennial workers say that a
business having up to date technology
IS an important factor when choosing a
workplace with non-sales roles

42%

Say they would leave a
company due to "substandard
technology."

Source : 2018 Forbes Partnership with Survey Monkey & Microso ft & Penn Schoen Befland Report




Today’s Goal

ldentify 5 KEY emerging
technologies and
processes that will drive
dealership efficiencies and
Increase profitability




Fixed Operations

. 0
Fixed Ops accounts for 49 /0
of dealership gross profit

Average dealershi
$7!1 94,457 fixed gps sales "
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82%

Of registered vehicles were
serviced in the past 12
months by a third party

Source: Ang Sales from 2017 NADA Dealership Financial Profiles // %
from 2018 Cox Automotive Service Industry Study
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Fixed Operations

Dealerships capture only

33%

OF SERVICE VISITS
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Fixed Operations

Fixed Ops is critical for
retaining/driving future sales...

Consumers are significantly more likely

(74%)

to return to the dealership for next
vehicle if get vehicle services as
opposed to those who don’t

(35%)

Source: 2018 Cox Automotive Service Industry Study



Master Key, Foundational,
Fixed Operation Tools

Online scheduling

Transparent pricing
Text communication including pictures
Digital payments

4:21 PM

CONTACT INFO

Digital fixed ops strategies
generate on average

40+

additional repair order $10 Off'wi
a month = you SChedUIe Select Date...
an appointment

online
9.5%
| o Filling out this form will book

your appointment and confirm

Increase in retention your coupon with our service -
team Schedule Appointment

Don't see the time you want? Click here to view more appoiniment slots

Source: 2018 Cox Automotive Benchmark Study of Top Performers



Advanced Scheduling

Fill shop during slow periods by offering
Incentives to service during these time slots y

Loaner utilization

Capturing consumer data

Capacity

ADVISORS Daily Capacity Settings

OVER

85%

of all service visits
are via appointment

30%+

scheduled online

TEAMS » Bulk Edit

TRANSPORTATION
7:00am
7:15am

SKILLS

SERVICES

Source: 2018 Cox Automotive Benchmark Study of Top Performers



Optimizing Service Lane Tools
Consistent Processes

Service Recommendations

90-100%

Vehicles inspected
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x 1 Services added Fiday Sep 1, 2017 BISAM

DECLINED SERVICES Eric Sanders. Drop Off

»
R QT R TI I Zldmlmdum:ﬁ added
G E E A N Eric Sanders Eric Sanders
/2372017 (813 AM) 8/23/2017 (8:13 AM)

5 D o/ Name Duration  Price

Replace automatic transaxle fluid 60 $126.65 V]
Replace brake/clutch fluid 45 $10a95 2 — - Price
r filter $65.00
O MANUFACTURER CAMPAIGN
/O purC ase y Custol I ler A 1 of 2 Manufacturer Campaingn Added L
ISORS &

5
Decrease one-line repair

W oRopor w
orders to less than
Source: 2018 Cox Automotive Benchmark Study of Top Performers




Realtime Customer
Communication While the
Vehicle is in the Shop

241 AM

Sterling Mccall Lexus

Unread  In Service Last 7 Days

Bess Franklin | RO #37417615
I'll come at around 9am

Marion Sparks | RO #...517631

will go with you ndation

Lawrence Robertson | RO #213517631
Thanks

Loretta Roberson | 27 Aug
I'll be there

William Anderson | Fri

You: you need ace tires

Mr. Anderson | =
need to rotate my tires a

Scroll down to lo.



Variable Operations

NEW CAR SALES:
AS GOOD AS IT GETS /

COX AUTOMOTIVE FULL-YEAR FORECASTS

17.2 | | 16.8 16.5

Up 100K from
earlier forecast

[ 2018 2019 2020 J

Used Vehicle Market
(MILLIONS)

2016 38.6
2017 394 > .
2018  39.5 (F) -

2019 39.5 (F)
2020 39.2 (F)

Source: IHS Markit, Cox Automotive Estimates June 2018




Optimize New and Used
Inventory Acquisition and
Speed to Market

Leverage Data and Efficient
Processes
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Used inventory turn rate:
GOOD/ GREAT

Save  Ressl  Desle

sssssssssssssssssss

Used to New Ratio: oo | (Y o o G ST
GOOD GREAT s [ P = i —ciirld] |
] ] B4 e
Aged inventory ot : 8
OVER

95%

under 30 days old

Source: : 2018 Cox Automotive Benchmark Study of Top Performers
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Embrace Digital Retailing

Starting the deal-making and financing
process online and picking up where they
left off in the store to finish all aspects of
the deal. Consumers are in control over

this journey.

1N
9 Option



Embrace Digital Retailing

3%

Prefer to do at least one of the
purchase steps online

P My Offer $567/mo »

2%

are more likely to buy from a
dealership who offers at least
some of the process online

Source: 2018 Cox Automotive Future of Digital Retail Study




Embrace Digital Retailing

# OF DEALS TIME SAVED
PER WEEK PER DEAL

50 © 10

MINUTES

500 or 8

MINUTES HOURS




Doing the Right Things
g
Doing Things Right

Leveraging these processes and
technologies will positively impact

profit and the customer experience

but also will be key in driving

employee satisfaction, retention :‘
and acquiring great talent




Recap

Master Fixed Operations
technologies to increase dealership
efficiency and profitability

Advanced Scheduling

Service Lane Technology
and Process

Leverage data and processes to
optimize new and used inventory
acquisition and speed to market

Embrace Digital Retailing
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Questions

Tim Zierden
VP Strategic Accounts | Cox Automotive | Atlanta, GA
404-568-7760 | Tim.Zierden@coxautoinc.com
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Assets - NADA Professional Series:
Office Managers
Fi 10:30 AM - 11:30 AM

3003W

v

The Best Ideas From NADA 20 Groups
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Session

Dealership of Tomorrow:
2019 Update

Location 3009W
Date Friday, Jan 25 10:30 AM
Duration 1 hour

To help dealers plan for the future, NADA's 2016
study “The Dealership of Tomorrow:2025"
looked at how the American new-car dealership
could evolve over the next decade. With the
rise of connected cars, growing sales of electric
cars and developments in mobility services and
other areas, the report has been updated
regularly. This workshop will highlight the latest
trends and forecasts.

Speaker

Speaker

Glenn Mercer
GM Autamad



