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Greetings Members and Supporters,

As we approach the end of 2020, this was one of the most challenging years in the United States. The Coronavirus 
disease (COVID-19) created chaos around the world. In over one hundred years there has not been a national 
pandemic with this much devastation on our country since the 1918 flu pandemic also known as the Spanish flu. 
Our country has been pushed to the brink of disaster. If it were not for the local, state, and federal government 
working with the business community, things would be a lot worse. The pandemic is not over, and we still have some 
challenging days before us to come. However, according to all leading indicators on the subject matter, the harshest 
days are behind us. And we want to acknowledge all dealers that went the extra step to assist their communities 
during the pandemic.

It was not easy being open during the pandemic. By only being able to run as an essential business put added 
burden on the already stressed dealerships. I also want to commend those dealers that let their dealership serve 
as a distribution post for N-95 mask. It goes show that dealers are an integral part of their community. Even with 
disruption, 90% percent of our dealers were profitable in 2020. Even though 90% is a great number for profitable 
dealers, we are not happy unless we have 100% profitable dealers. 

As a Ford/Lincoln dealer, we have momentum going into 2021. Fresh inventory coming to dealerships will create 
excitement for the Ford brand. As an association, we are fortunate to have talented dealers with a wealth of 
experience. We appreciate all ideas you are willing to share that will continue to make our dealers profitable. Please 
continue to reach out to me or the Ford MDA office when you have information that you want to share that will make 
our dealer body stronger.

It has been said that “If you are not growing than you will be dying.” An objective that we will be working with Ford on, 
is to increase the ethnic minority count by a net 92 in five years. By achieving this goal will make our minority dealer 
count second to none. We will need “all hands-on deck” so that we can take advantage of this great opportunity.  As 
we gain more information, we will keep you informed on opportunities that may exist for our members. 

As an association we will constantly be on the lookout for opportunities to share with our members. And for any 
reason, if you are contemplating selling you dealership, please let us know. The information you provide us with 
is treated in the strictness confidence. Thank you for your continued support of our association. Please continue 
staying safe, as we look forward to a prosperous 2021.

Sincerely,

Ray (JR) Fregia Jr.
Chairman

Chairman
Message from the
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Chairman 2021
MINORITY DEALER 

TOWN HALL 

Submit Questions now to the EMAIL above …

You should have already  received a meeting notice for 
this meeting but if not,  EMAIL zwright@ford.com
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Dear Members and Supporters,

It appears that there will be another round of funding for the Payroll Protection Program (PPP). Since the approval of the 
CARES Act. There have been some changes in deadlines and how the debt forgiveness, cash allowance for the EIDL 
program and other COVID-19 assistance may have changed. The following information may clear up the confusion on 
the PPP forgiveness application due date.

Congress created the PPP as part of the Coronavirus Aid, Relief, and Economic Security (CARES) Act, P.L. 116-136, 
which was signed into law March 27. The legislation authorized Treasury to use the SBA’s 7(a) small business lending 
program to fund loans of up to $10 million per borrower that qualifying businesses could spend to cover payroll, mort-
gage interest, rent, and utilities.

PPP borrowers can qualify to have the loans forgiven if the proceeds are used to pay certain eligible costs.

The program stopped accepting applications on Aug. 8 with almost $134 billion of congressionally approved funds re-
maining unspent. Allowing certain small businesses to access those funds is among several PPP proposals on the table 
as Congress and the Trump administration continue to talk about a comprehensive COVID-19-related stimulus bill.

The following information comes from the SBA’s frequently asked questions about PPP.

If a borrower does not apply for loan forgiveness within 10 months after the last day of the borrower’s loan forgiveness 
covered period, loan payments are no longer deferred, and the borrower must begin making payments on the loan. For 
example, a borrower whose covered period ends on October 30, 2020 has until August 30, 2021 to apply for forgive-
ness before loan repayment begins. The expiration date in the upper-right corner of the posted PPP loan forgiveness 
application forms is displayed for purposes of SBA’s compliance with the Paperwork Reduction Act and reflects the 
temporary expiration date for approved use of the forms. This date will be extended, and when approved, the same 
forms with the new expiration date will be posted.

Our vendors will continue to offer information to you via webinars so that we can continue to send you training ses-
sions and pertinent information in a timely basis. Due to COVID-19 everyone had to adjust how their audience can be 
reached. We appreciate our vendors working with us so that we can continue to bring valuable information to our mem-
bers. We will continue to look for membership discounts for you in 2021. Part of our mission statement mentions par-
ticipation of our membership. We appreciate every time that you attend a Zoom meeting or webinar that is sponsored 
by the association. In 2021 it is our goal to continue to provide you with the tools and resources for you to be profitable. 

We pray that you and your family are staying safe during the pandemic. Also, that your employees, their families, and 
friends are safe as well.  

Best Regards,

Dr. A.V. Fleming
Executive Director

Executive Director
Message from the
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Executive Director

START OFF THE NEW YEAR  
WITH A COMPETITIVE EDGE!

ACCESS YOUR FREE COMPETITIVE ASSESSMENT GUIDE TODAY.
The Growth Audiences Team has created a Competitive Assessment Guide that can help you keep your finger on the pulse 
of competitors. Comprehensive in scope, it covers a range of topics, including websites, in-person and online shopping, 
social media and more.

SET PLANS IN MOTION
Follow simple steps to help reveal strengths 
and weaknesses of your competitors 
and identify areas where you can gain 
a competitive edge. The assessment is 
complete with an Action Planning area for 
your team to set plans in motion.  

Access the Competitive Assessment on  
the Growth Audiences Resource Site and 
utilize the wealth of resources to help 
execute your plans! 

COMPLETE ONE ASSESSMENT EACH QUARTER
Make it a New Year’s goal to complete one assessment per quarter. This will help you reach more diverse audiences and build 
sales and loyalty with them. We can’t think of a better way to start the New Year! 
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Craig Carrington is the Ford Credit Vice President of U.S. Brand 
& Product Marketing, effective Jan. 1. He has responsibility 
for continuing the successful relationship between Ford Credit 
and the Ford MDA. Craig’s responsibilities also include working 
with Ford Marketing & Sales and overseeing Ford Credit’s 
product marketing activities, including retail, lease and extended 
service products. Most recently, he was President, Ford Credit 
International Markets.  
 
Craig joined Ford Motor Company in 1998 and has been with 
Ford Credit in 2000. He has held a variety of finance and 
accounting positions in Dearborn, as well as leadership roles in 
the U.S. Tampa, Greenville and Colorado business centers and 
in business development in Asia Pacific. 
 
“I believe in the strength of relationships. I look forward to being 
involved with the important work of the Ford MDA to support 
and grow ethnic minority dealerships, which is an important 
goal to Ford Credit and to me personally.” 

Craig Carrington, Ford Credit Vice President 
of U.S. Brand & Product Marketing
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 Did you know that CUSTOMER 

 SATISFACTION is the biggest inhibitor  
to a dealer’s ability to get a NEW store? 

 
Do you know your numbers? 

CVP Sales 
 CPV Service 

Sales Effectiveness 
Working Capital 

 
Not at 100% 

 
Pull Your Reports  

Dealer Profile Report  
FMCDealer > Management Reports > Ford Business Management 
Intelligence (FBMI) > Dealer Profile Report  

Customer View Point Report 
FMCDealer > Customer Satisfaction > Global Customer Viewpoint 
(CVP) 
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Know Where 
You Stand… 
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Become a
Ford Minority 

Dealers Association

Join today at:
fordmda.com/how-to-become-a-member

Member Today

fordmda.com/how-to-become-a-member
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American Guardian
Announces 2021 AGWS University 

F&I Training Schedule



American Guardian Warranty Services, Inc. (AGWS), 
a leading finance and insurance (F&I) provider 
in the industry, offering products and services 
to the automotive, RV, powersports, marine and 
commercial trucking markets, has announced the 
2021 AGWS University F&I training schedule. AGWS 
webinars are designed to provide industry insights 
and education to Agents and Dealers.

“Based on the on-going success of this year’s 
webinar series, I am excited to announce that AGWS 
University will continue to offer monthly F&I training 
webinars starting on January 13, 2021,” said Jon 
A. Anderson, President and COO of American 
Guardian Warranty Services, Inc. “The 2021 AGWS 
University webinar schedule will provide additional 
opportunities for convenient online F&I training 
to implement stronger sales strategies in your 
dealerships.”

According to Anderson, Agents and Dealers 
will learn the latest F&I strategies, increase their 
knowledge, and maximize profits without having to 
leave the dealership. Webinar topics are available 
on the AGWS LinkedIn page prior to each webinar. 
The webinar is held once a month at 1 p.m. CST 
on the following dates: January 13, February 10, 
March 10, April 14, May 12, June 9, July 14, August 
11, September 8, October 13, November 10, and 
December 8.

AGWS continues the webinar series with the overall 
theme of F&I Insights and will be led by Bob Harkins, 
VP of Training at AGWS, and industry leading guest 
speakers. The AGWS University webinars are meant 
to serve as a 24/7/365 F&I and Compliance training 
program for Agent Partners and Dealer Clients that 
is designed to Maximize Deal Profit. The content 
covered in the trainings is meant to compliment 
and add to what is already being utilized in your 

dealerships. Additional 2021 webinar topics will 
include Politics and F&I Legal Ramifications, 
NADA Fair Credit Compliance Policy and 
Program, Current Regulatory Compliance Hot 
Topics, NADA Model Dealership Policy for 
Voluntary Protection Products, and more!

If you missed any of the 2020 webinars, you 
can now view them at any time! AGWS now 
offers a webinar library where you can access 
previous webinar topics and recordings. Please 
visit agwsu.com/webinars to view past recorded 
trainings. 

About American Guardian Warranty Services, 
Inc. (AGWS)

Headquartered just outside of Chicago, Illinois, 
AGWS is an innovative provider of administration 
services for Agents and Dealers, offering 
vehicle service contracts, limited warranties, 
and a variety of environmental and aftermarket 
products across the United States. Since its 
inception in 1998, the goals of AGWS are to 
offer superior claim processing, exceptional 
customer service, and unrivaled profitability 
options. Products are insured by “A” and “A-” 
(Excellent) rated carriers. AGWS is part of the 
American Guardian Group of Companies and 
enjoys an A+ rating with the Better Business 
Bureau. For more information, visit agws.com or 
the AGWS University at agwsu.com.

Media Contact:
Paige Blair
North 6th Agency
pblair@n6a.com

New Monthly Webinars Provide Insights 
and Education to Agents

and Dealers
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https://agws.com/
https://www.linkedin.com/company/american-guardian-warranty-services-inc-/
https://agws.com/webinars/
https://agws.com/
https://agws.com/fi-training/agwsu/
mailto:pblair%40n6a.com?subject=
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DIGITAL CUSTOMERS:
Buyers expect a seamless, customer-centric path that 
gives them control over the buying process, and that 
means dealers are going digital to make that happen.

New & Returning Customer Credit Just Got Easier
Paperless, self-service enabled showroom credit application platform 
with no login required. Anytime, anywhere access via any mobile 
device or desktop computer.

Schedule a demo. Call
DON ZALE  |  248.701.3835  |  Don.Zale@eLendSolutions.com
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2021 FORD MDA  
DEALER LEADERSHIP  
VIRTUAL TRAINING SERIES

© 2020 CDK Global, LLC / CDK Global is a registered trademark of CDK Global, LLC. 20-5202

Course 4

Do the Basics Well 
Know me. Like me. Trust me. These three phrases  
are key to helping you build a rapport and engage  
with your service customers. And engagement is  
one of the most critical factors in keeping customers. 
Building relationships with customers helps to increase 
Service profitability, and it’s what keeps your customers 
coming back.

However, 80–90 percent of Service Advisors won’t  
offer additional service recommendations because  
they don’t want to hear “No.” To keep customers  
coming back, your Service department needs to  
present the opportunity of expecting a “Yes.” 

In this course, we’ll show you how to master the 
fundamentals of a customer-centric business. You’ll 
learn how you can improve the way your staff interacts 
with customers, recognize the right steps you can take to 
adopt a “yes” mindset and create a culture that focuses 
on customer relationships.

cdkglobal.com

January 19, 2021 
2:00 p.m. – 2:45 p.m. EST
Audience: Owners/Dealer Principals, General Managers,  
General Sales Managers, Fixed Operations Directors

Session Duration: 45 minutes  
(30 minutes of content + 15 minutes of open discussion/Q&A)

Presented by: Hosted by:

Melissa Beveridge
Director of Fixed Operations
Learning & Development

CDK Global

Guest Speaker

REGISTER NOW

FOR ALL FORD MINORITY DEALERS.

The percentage of Service Advisors that won’t 
offer additional service recommendations 
because they don’t want to hear “No.”

80% - 90%

REGISTER NOW

CDK GLOBAL IS PROUD OF OUR 20+ YEAR PARTNERSHIP WITH  
THE FORD MINORITY DEALERS ASSOCIATION.
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The year 2020 has taught businesses many lessons. The sudden onset of the COVID-19 pandemic 
followed by drastic changes to the economy have forced companies to alter the size of their 
workforces, restructure work environments and revise sales models — just to name a few challenges. 
And what this has all meant for employees is change.

Even before this year’s public health crisis, many businesses were looking into and setting forth 
policies regarding change management. In short, this is a formalized approach to providing 
employees the information, training and ongoing coaching needed to successfully adapt to any 
modification to their day-to-day jobs.

There’s little doubt that one of the enduring lessons of 2020 is that businesses must be able to 
shepherd employees through difficult transitions, even (or especially) when the company itself didn’t 
bring about the change in question.

Why Change Is Hard
Most employees resist change for many reasons. There’s often a perceived loss of, or threat to, job 
security or status. Inconvenience and unfamiliarity provoke apprehension. In some cases, perhaps 
because of misinformation, employees may distrust their employers’ motives for a change. And 
some workers will always simply believe the “old way is better.”

What’s worse, some changes might make employees’ jobs more difficult. For example, moving to a 
new location might enhance an organization’s image or provide safer or more productive facilities. 
But doing so also may increase some employees’ commuting times or put employees in a drastically 
different working environment. When their daily lives are affected in such ways, employees tend to 
question the decision and experience high levels of anxiety.

Lessons of 2020:
Change 

Management
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What You Shouldn’t Do
Often, when employees resist change, a company’s decision-makers can’t understand how 
ideas they’ve spent weeks, months or years deliberating could be so quickly rejected. (Of 
course, in the case of the COVID-19 pandemic, tough choices had to be made in a matter of 
days.) Some leadership teams forget that employees haven’t had time to adjust to a new idea. 
Instead of working to ease employee fears, executives or supervisors may double down on 
the change, more strictly enforcing new rules and showing little patience for disagreements 
or concerns.

And it’s here the implementation effort can break down and start costing the business real 
dollars and cents. Employees may resist change in many destructive ways, from taking very 
slow learning curves to calling in sick to filing formal complaints or lawsuits. Some might even 
quit.

The bottom line: by not engaging in some form of change management, you’re more likely to 
experience reduced productivity, bad morale and increased turnover.

How to Cope
“Life comes at ya fast,” goes the popular saying. Given the events of this year, it’s safe to say 
that most business owners would agree. Identify ways you’ve been able to help employees 
deal with this year’s changes and document them so they can be of use to your company in 
the future. Contact us for help cost-effectively managing your business.

Lessons of 2020:
Change 

Management
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Now in our 6th year of membership in the FMDA, Merchant Lynx is proud to 
be aligned with an organization with shared principles & values.

Some highlights of our FMDA Merchant Program 

Compliant Cash Discount
Let us help you achieve GREATER PROFITS with the Cash Discount Program. 
STOP paying credit card fees and allow us to help you save thousands of 
dollars a year in fees! Our program is certified compliant by the card brands.

Level 3 Processing
Our proprietary software lowers the (IC) Interchange rate of the credit card 
you are processing to the lowest possible rates. 

Customer Service
MERCHANT LYNX VALUES EACH CLIENT AND PRIORITIZES CONCIERGE 
CUSTOMER CARE! 

DIVERSITY 
MATTERS

Brenda Bashant
Senior Account Executive
Brenda@merchantlynx.com
Cell 561-410-0857

FMDA we VALUE you and your business. LET’S TALK SOON! 

Jay Cantor      
Vice President of Sales
jay@merchantltnx.com
Cell 443-822-883
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The pandemic has hit businesses hard, the vaccine is here, but so are mutations of Covid-19. The good 
news is that the automotive industry is responding and transforming the way sales are conducted.

Dealerships engaging with customers online with Video Call Platforms 
Many vendors, such as Sincro Digital (formerly CDK), Condition Now (inspection reports) have already 
integrated video call capabilities into their offerings. Some OEMs have started advertising virtual 
showrooms. We encourage dealerships either to get their own video call service, or work with their 
existing vendors or OEMs, to incorporate virtual showrooms into existing packages they have. It is 
important that the solution you pick has some of the latest capabilities

About the Author: 
Aleks Gollu is the Founder, CEO of 11Sight (11sight.com). 11Sight’s 
solutions combine an 800-number experience with that of FaceTime. 
Customers can originate private calls with no downloads, no registration, 
no friending, on any device. Businesses have the same choice when 
answering. Plus, they get full control and visibility over the calls, benefit 
from standard features such as call forwarding, message lines; and the 
platform easily integrates into existing IT systems such as CRMs, websites, 
Facebook postings.

Covid-19 transforming the automotive sales and service experience.

Virtuals Showrooms are Here
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Virtuals Showrooms are Here
Some of the more advanced Video Call Features
Video call platform providers have also responded to the challenge and have incorporate dealership specific 
features into their platforms. These features include

• One-click video calls for the customers, without any downloads or appointments
• Your ability to answer a call on any device
• Your ability to transfer an incoming call to a team member or do a 3-way call
• Integrated multi-party zoom-like meetings
• Screen sharing, picture taking, call recording capabilities, …
• Integration into your CRM, call answering attribution

Multiple Use Cases at the Dealership even at the OEM or the Franchise

Sales & BDC
Sales has been the first use case for video calls as video call buttons make an ideal call to action for any 
marketing campaign.

Front Desk
You can leverage your reception to answer all incoming video calls. They can then understand the caller’s 
needs and transfer the call to the right department or the right 
team member.

Service Department
We talked about touchless service in our last article. Not 
only can you help customers set appointments you can also 
show them the repairs you are planning. They can make an 
informed decision with confidence.

Finance
A salesperson can ring a team member at the finance 
department when the sales discussion has moved to the 
next stage. The finance department can leverage picture-in-
picture, screen-sharing, or document sharing to discuss all 
financing options and collect most of the necessary customer 
information to close the deal.

Post Sales
Customer engagement does not end with the sales. Have 
them give you a “check-in” call a few days after they take 
home their car. Make sure they are happy with their car, make 
sure the CSI grades will be at their maximum, see if you can 
get referrals.

OEM and Franchise Web site
Large dealership chains and OEMs can have the vide call lines 
placed on their web sites. Calls can then be routed based on 
the caller’s location to the nearest dealership to the customer.
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Our Valued Sponsors and Vendors
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Our Valued Sponsors and Vendors
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