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Greetings Members and Supporters,

Since my last message in March 2020, a lot has transpired in our economy and industry. Once again, the United 
States is being tested as a country and a people. I am confident that we will all get through the challenges we 
are now facing. As one can see, our local, state, and federal government officials are working diligently to keep 
our economy afloat.

As an association, we have been able to develop strong working relationships with our vendors and partners 
over the last 40 years. I am happy to report that our vendors provided us with temporary financial relief. Ford 
Motor Company and Ford Motor Credit Company stepped up immediately to support our dealers. Assessing the 
current situation, dealers were also given financial relief.

As your association, we are committed to seeing all our dealers prosper through this horrific pandemic that 
continues to cripple our economy. Due to states having various phases to bring their economy back online, this 
will also add another layer of concerns. We are currently assessing the economic situation like many others to 
see what other resources we can provide our members with for improving their current cash flow position. 

We will keep the channels of communications open to you from all our partners. As you have seen there has 
been a flood of information brought to you by Webinars and Conference Calls. We will archive as much as we 
can of the information that we gather from all events and put all the information on our website indexing in 
catalog form. 

I also want to personally thank all of you that provided the staff, board members and me with invaluable 
information that was shared with other members. This is an example of how an association speaking with one 
voice can be that extra edge needed in dire situations like the times that we currently live in. So, please continue 
to communicate to us on how things are coming along in your dealership’s marketplace. Please also continue 
to participate in our Conference Calls and Webinars that we find beneficial for your dealership and employees. 

As we continue to work together during these challenging times; Our banding together will help us “weather the 
storm” as we have done in the past.

Sincerely,

Ray (JR) Fregia Jr.
Chairman

Chairman
Message from the
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Chairman
To assist you navigate through a post-COVID 19 retail environment 
eLEND SOLUTIONS is offering major upgrades to your 
CreditPlus subscription at no additional cost through 2020.  The 
enhancements are aligned with your goals to remotely convert 
Digital Retailing leads to transactional deals.  By leveraging the 
following upgrades and best practices, early adopter dealers are 
seeing 200-300% increase in online credit apps.  Best practices 
and upgrades include:

•	 Free	API	 integration	with	Digital	Retailing	companies	 such	as:	
Roadster, 700Credit & Digital Motors.

•	 Extend	CreditPlus	beyond	your	website	in	areas	like	auto	portals,	
social media, microsites, Email etc.

•	 Create	 custom	 credit	 app	 URLs	 for	 users,	 vehicles	 and	 or	
campaigns.

•	 Tools	to	seamlessly	transfer	online	shoppers	to	in-store	buyers.
•	Mix	and	Match	Soft	and	Hard	Credit	Pull	configurations.
•	 Fully	digital	long	form	credit	app	or	cash	buyer	form	that	can	be	

accessed anytime anywhere remotely.
•	 Options	 to	 remotely	 add	 bank	 information,	 references,	 digital	

signature capture, etc.  

 Want to schedule a demo or have more questions?
DON	ZALE		|		Call:	(248)	701-3835		|		Email:	Don.Zale@eLendSolutions.com
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Dear Members and Supporters,

States are starting back to reopen and have business pick up a gradual pace. We appreciate your 
commitment to our organization via communicating what is going on in your area. We appreciate your 
input on our surveys. By providing us with feedback allows us to prioritize what our members need now. 
If you have not had an opportunity to fill out our latest survey, please take the time to do so. 

The catchphrase “Cash is King” is still in vogue today than ever before. And according to our survey 
sent out to members, it should be our priority for helping members with access to capital. The Economic 
Injury Disaster Loan (EIDL) has been going through many changes. We are advocating for the EIDL 
program to be increased backed to its maximum level of $2 million dollars. The original program was 
intended to loan the borrower up to $2 million dollars per separate aggregate application. The terms 
were 30 years at 3.75% for business. The EIDL funds are not forgivable unless you can roll them into 
the Payroll Protection Program (PPP). 

We are currently working with others to have the dealerships perform a resubmission application. If 
we are successful, by the time you read this newsletter, the EIDL maximum amount will be back at the 
original amount of $2 million dollars. As the pandemic continues to linger other funds may become 
available to dealerships. The Federal Reserve Bank of Boston is administering the Main Street Lending 
Program. The program taken from the website is as follows:

The Federal Reserve established the Main Street Lending Program (Program) to support lending to 
small and medium-sized businesses that were in sound financial condition before the onset of the 
COVID-19 pandemic. The Program will operate through three facilities: The Main Street New Loan 
Facility (MSNLF), the Main Street Priority Loan Facility (MSPLF), and the Main Street Expanded Loan 
Facility (MSELF).   The loans start a minimum of $250 thousand dollars. The loans can go up to 6 times 
the 2019 EBITDA. The business size must have 15,000 or less employees or have 2019 revenue of $5 
billion dollars or less. 

Eligible Loans: An Eligible Loan is a secured or unsecured term loan made by an Eligible Lender(s) to an 
Eligible Borrower that was originated after April 24, 2020, provided that the loan has all of the following 
features: 

Message from the
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Executive Director

1. Five (5)-year maturity; 
2. Principal payments deferred for two years and interest payments deferred for one year   (unpaid 

interest will be capitalized); 
3. Adjustable rate of LIBOR (1 or 3 month) + 300 basis points;
4. Principal amortization of 15% at the end of the third year, 15% at the end of the fourth year, and 

a balloon payment of 70% at maturity at the end of the fifth year; 
5. Minimum loan size of $250,000; 
6. Maximum loan size that is the lesser of (i) $35 million or (ii) an amount that, when added to 

the Eligible Borrower’s existing outstanding and undrawn available debt, does not exceed four 
times the Eligible Borrower’s adjusted 2019 earnings before interest, taxes, depreciation, and 
amortization (“EBITDA”); 5 

7. Is not, at the time of origination or at any time during the term of the Eligible Loan, contractually 
subordinated in terms of priority to any of the Eligible Borrower’s other loans or debt instruments 

8. Prepayment permitted without penalty. 

The challenge we have with the Main Street Loan Program is that floor plans are considered debt. The 
line of credits as described by the program will be deducted from the loan request. Most floorplans are 
expensive. Therefore, the loans requested will be nullified by the floorplan expense. We are currently 
advocating that the floorplan is wrongly classified. We may be calling on you for assistance helping 
us with our request. Further, we will continue to look for other resources that can help stabilize our 
dealerships with the adequate cash that will give our stores the liquidity needed to get through these 
challenging times.

Best Regards,

Dr. A.V. Fleming
Executive Director
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The Value of Becoming a
Ford	Minority	Dealers	Association	Member
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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 New Additions to 

Appearance Protection and Auto 
Product Lines



American Guardian Warranty Services, Inc. 
(AGWS), an industry leading finance and insurance 
(F&I) provider that offers products and services 
in the automotive, RV, powersports, marine, and 
commercial trucking markets, has announced brand 
new product additions to their Appearance Protection 
Solutions and Compass Auto product lines.

Featuring an all-encompassing array of protective 
vehicle care products, the AGWS Appearance 
Protection Solutions line now includes ecologically 
friendly EcoProProducts, industry-leader Armor 
All®, and Aviation Grade Cilajet®. The company’s 
Compass Auto line has also expanded to include 
Compass Tech+, which provides extended coverage 
for a vehicle’s technology components.

“We are proud to bolster our existing lines with these 
exciting new products to give our customers access 
to a wider breadth of Appearance Protection and Auto 
products,” said Jon A. Anderson, president and COO 
of AGWS. “Thanks to our premier line of Appearance 
Protection products, drivers can safeguard their 
investments in a way that will ultimately preserve the 
vehicle’s overall market value.”

AGWS acquired EcoProProducts in 2019 and has 
seen an increased demand for the company’s 
EcoProProducts MicrobeRepel™ System. The 
MicrobeRepel formula creates a permanent bond 
to interior surfaces to eliminate 99.9 percent of 
microbes and germs that cause bacteria and viruses 
— and, in particular, contains product on the EPA’s 
list of disinfectants for use against SARS–CoV–2, 
the coronavirus that causes the disease COVID–19 
(EPA Reg. No. 82972-1).

Agents and dealers can now benefit from the Armor 
All SmartShield® warranty program, which protects 
exteriors from environmental elements and interiors 
from accidental spills, mishaps, and much more. 
AGWS now offers Cilajet Ceramic, a unique formula 
that completely fills surface pores, protecting 

paint and metal surfaces from environmental 
contaminants and damage; while Cilajet FAB 
helps to prevent permanent staining to a 
vehicle’s upholstery and Cilajet HIDE conditions 
and protects leather and vinyl seats from drying, 
fading, and discoloration. Lastly, the newest 
addition to the Compass Auto line, Compass 
Tech+, provides three levels of technology 
protection, plus additional available coverage, 
so customers can tailor-fit their protection to suit 
their needs.

To learn more about the AGWS Appearance 
Protection Solutions line, please visit this link.

To learn more about Compass Tech+, please 
visit this link.

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

Announces New Additions to 
Appearance Protection and Auto 

Product Lines

AGWS	Introduces	Industry-leading	
Products	into	Robust	Appearance	
Protection	and	Auto	Portfolios

Ford Minority Dealers Quarterly News  –  9

https://agws.com/
https://agws.com/
https://agws.com/extended-warranty-service-contracts/appearance-protection/
https://agws.com/extended-warranty-service-contracts/extended-auto-warranty-coverage-plans/compass-tech/
https://agws.com/
https://agws.com/fi-training/agwsu/
mailto:pblair%40n6a.com?subject=
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The peak in daily new COVID-19 cases in the 

U.S. was April 24, eight weeks ago, but the trend 

is again increasing as many states are now seeing 

new outbreaks. The economic recovery can now 

be seen in improving retail sales, new residential 

construction, and recovered wholesale used 

vehicle values

Virus Cases Rise: The new case trend is 

increasing again as many areas of the country are 

seeing an uptick in new cases. Most of the growth 

is happening in Sun Belt states from Virginia to 

Florida and across to Arizona and California. 

Some cities and states are contemplating re-

imposing lockdown orders. 

Auto Sales Positive: Despite these concerns, 

we continue to see mostly positive trends in the 

auto market. June should see more improvement, 

especially in used vehicle sales. However, we saw 

slowing momentum last week.

Retail Sales Jump: Retail sales jumped in 

May as most of the country began to open up. 

Sales increased 17.7% from April, which was a 

record increase and more than twice the growth 

that analysts expected. Auto sales contributed 

substantially and outperformed the overall 

increase in sales. Retail sales, excluding autos, 

increased 12.4%. Despite the big increase, retail 

sales remained down 6.1% year over year.

Joblessness Stuck: Unemployment is not 

declining quickly. Initial jobless claims were 1.5 

million for the week ending June 12, which was 

a small decline from the prior week’s 1.6 million. 

Continuing claims, which represent people who 

previously filed and were approved and remain 

on unemployment compensation, hit 20.5 million, 

which represents 13.4% of February’s job total. 

Continuous claims declined by less than 100,000 

from the prior week, which was a disappointment. 

We need to see bigger declines in order to 

have unemployment fall before enhanced 

unemployment compensation expires at 

the end of July. If we don’t see much lower 

unemployment and/or an extension of benefits, 

we’ll see more households experiencing financial 

distress in August and later months. 

Consumer Sentiment Drops: Consumer 

sentiment declined this week. According to 

Morning Consult’s daily index, consumer 

Auto Market 
WeeklySummary
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sentiment has been volatile since Memorial Day 

and is down 21.5% since the end of February.

Manheim Index Hike: The Manheim Used Vehicle 

Value Index increased 6.6% comparing the first 

15 days of June to the month of May. This brought 

the Index to 146.1, which is up 4.0% from June 

2019. If the mid-month value of the Manheim Index 

holds for the full month, wholesale values will have 

completely recovered from the March and April 

declines. Recovered wholesale demand is sending 

prices higher much as it typically does in tax refund 

season each year.

As used vehicle retail sales have been strongly 

recovering, retail supply has fallen to below normal 

levels, and wholesale supply is quickly declining 

and getting closer to normal levels. 

Housing Improves: Residential construction 

increased in May, but housing starts, in 

particular, did not meet expectations. Starts 

can be impacted by weather, lack of labor, and 

lack of materials. Permits are down 19% year 

over year. Permits lead starts, and the fact 

that permits are higher at a 1.220 million pace 

against only 974,000 starts pace means that 

starts should grow substantially this summer.

Record low mortgage rates are driving 

mortgage applications up substantially. New 

contracts in May and subsequent months for 

homes to be built should lead to recovering 

residential construction activity later in the year. 

https://www.coxautoinc.com/market-insights/wholesale-prices-continue-strong-performance-first-half-of-june/
https://www.coxautoinc.com/market-insights/wholesale-prices-continue-strong-performance-first-half-of-june/
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COVID-19 
TOPLINE 
REPORT:  
INSIGHTS AND SUPPORT 
FOR AFRICAN AMERICANS, 
HISPANICS AND WOMEN.
African Americans, Hispanics and Women have been 
disproportionately impacted by this global pandemic.  
With a goal to bring greater awareness and insights  
to our Dealers, the Growth Audiences Team has created  
the COVID-19 Topline Report.

This comprehensive report shares audience insights,  
as well as COVID-19 impacts and retail considerations. 

Additionally, it includes important Ford Credit initiatives,  
as well as ways in which Ford Motor Company is pitching in. 

We encourage you to spend some time with the report, 
available on the Growth Audiences Dealer Resource Site:
FMCDealer / Marketing & Sales / Growth Audiences / 
Growth Audiences Resource Site.
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WADE FORD
RECOGNIZED FOR MAKING ALL 
CUSTOMERS FEEL WELCOME
The Ford Growth Audiences Team recently recognized 40 dealerships coast-to-coast 
for making all customers feel welcome. We are proud to include Wade Ford of Smyrna, 
Georgia among this group for having the greatest percentage improvement in sales to 
multicultural customers over the course of 2019.

To celebrate this achievement, all 40 dealerships received a thank you gift for every 
employee, along with a video book and congratulatory message from Mark LaNeve, 
Vice President, Sales and Marketing, U.S. & Canada, and Raquel Hernandez, Growth 
Audiences Marketing Manager. The Growth Audiences Team couldn’t be prouder of  
Wade Ford for their commitment to earning the business of all customers each and  
every day.

MULTICULTURAL CUSTOMER RECOGNITION

This certificate recognizes 

for your commitment to earning the business of all people,  
including multicultural customers.  

On behalf of the Growth Audiences Team, thank you.

Date Awarded

April 2020

Raquel Hernandez
Growth Audiences Marketing Manager

Mark LaNeve
 Vice President, Marketing, Sales & Service,

U.S. & Canada

Wade Ford, Inc.
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For business owners, succession planning is ideally a long-term project. You want to begin laying out a smooth 
ownership transition, and perhaps grooming a successor, years in advance. And you shouldn’t officially hand 
over the reins until many minute details have been checked and rechecked.

But it doesn’t always work out this way. As the coronavirus (COVID-19) pandemic has made clear, a business 
owner may suddenly vanish from the picture — leaving the company adrift in a time of crisis. In such an 
instance, a traditional succession plan may be too cumbersome or indistinct to execute. That’s why every 
company should create an emergency succession plan.

Does Your Company 
Have	An	Emergency	
Succession Plan?
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Contingency People
When preparing for potential disasters in the past, you’ve probably been urged 
to devise contingency plans to stay operational. In the case of an emergency 
succession plan, you need to identify contingency people.

Larger organizations may have an advantage here as a CFO or COO may be able 
to temporarily or even permanently replace a CEO with relative ease. For small 
to midsize companies, the challenge can be greater — particularly if the owner is 
heavily involved in retaining key customers or bringing in new business.

Nevertheless, an emergency succession plan needs to name someone who 
can take on a credible leadership role if you become seriously ill or otherwise 
incapacitated. He or she should be a trusted individual who you expect to retain 
long-term and who has the skills and personality to stabilize the company during 
a difficult time.

After you identify this person, consider the “domino effect.” That is, who will take 
on your emergency successor’s role when he or she is busy running the company?

Communication Strategies
A traditional succession plan is usually kept close to the vest until it’s fully formulated 
and nearing execution. An emergency succession plan, however, needs to be 
transparent and well-communicated from the beginning.

After choosing an “emergency successor,” meet with the person to discuss the 
role in depth. Listen to any concerns raised and take steps to alleviate them. For 
instance, you may need to train your emergency successor in various duties or 
allow him or her to participate in executive-level decisions to get a feel for running 
the business.

Beyond that, your company as a whole should know about the emergency 
succession plan and how it will affect everyone’s day-to-day duties if executed. 
Now may be an optimal time to do this because COVID-19 has put everyone in a 
“disaster recovery” frame of mind. It’s also a good idea to develop a communications 
strategy for letting customers and suppliers know that you have an emergency 
succession plan in place.

Total Preparedness
Along with all the hardships wrought by the pandemic, some powerful lessons 
are emerging. One of them is the importance of preparedness at every level. We 
offer assistance in developing both traditional business succession plans and 
emergency ones.

Does Your Company 
Have	An	Emergency	
Succession Plan?
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By Joe Porter
Trainer, American Financial & Automotive Services, Inc. 

Coronavirus  // 
Change is Here to Stay

Since the first case of Coronavirus was reported in the United States six 
months ago, one thing has remained consistent, change. And change is 
here to stay.

It seems like every week, we are stretched in different directions that are well outside of our comfort 
zones. We are trying to figure out how to do vehicle demonstrations, trade appraisals, and paperwork 
with the COVID customer. The automotive industry is not the only business that has been affected. 
From grocery stores, to restaurants, to churches and schools, there has been an intriguing display of 
ingenuity and creativity that has kept businesses on their feet.
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So, as we ponder the changes we have 
been forced to make, like remote test drives, 
appraising trade-ins sight unseen, and 
reviewing credit without the customer being 
there for the interview, we need to be prepared 
to adjust to this new normal. Even after we have 
a vaccine for Coronavirus, there are going to 
be some changes that have been implemented 
now that will be long lasting thanks to the 
impression it has made on consumers. Do 
you think doctors will just stop seeing clients 
through virtual appointments because things 
can go back to “normal?”

As we move forward, until a Coronavirus 
vaccine is developed and customers regain 
a sense of normalcy, it is imperative to 
understand one thing.  The changes we are 
making today to accommodate the remote and 
virtual customer will absolutely be the minimum 
expectation by consumers going forward. 

There are a few ideas that you have to keep in 
mind to not only adapt to the chaos of today 
but reshape the structure of your customer 
facing operations to attract and retain the post 
Coronavirus customer.

1. Higher quality process for the online 
consumer 

 You must make sure that your Business 
Development Center (BDC) and/or 
sales associates are not only available 
to meet customers where they are en 
masse, but also trained and capable of 
converting their online inquiries into an 
offline experience at your dealership. We 
all know that with as many dealerships 
and customer e-mails or calls, there 
will be one…ONE dealership that will 
convince that customer it’s time to hang 
up the phone or shut their laptop and get 
in their vehicle and head on out to the 
dealership.

2. Establish boundaries and limits to 
what your resources can withstand 
profitably

  

Do you have the human resources 
to be able to deliver a return on your 

investment in new software and 
technologies to assist an online customer 
into completing nearly all of the vehicle 
deal online? Each time we disengage with 
a customer to, “check with the manager,” 
you cannot expect the customer to be 
sitting idly by waiting for you to call back. 
They will continue interacting with other 
dealers in between your conversations. 
The goal is to get the customer out of 
shopping mode and into engagement 
mode.

3. Evaluate the composition of your 
teams 

  

With grocery stores allowing consumers 
to pay for their groceries and pick them 
up curbside without having to get out of 
their vehicle, do you think most grocers 
are going to need the same number of 
cashiers? What they will probably do is 
repurpose some of the cashiers to be 
more of a sorting associate who will work 
to convert these online grocery orders 
into the bins for customer pick-up. While 
they will not be at the cash register as 
much as they were before, they will still 
be extremely productive and contributing 
to a redesigned model to accommodate 
the post Coronavirus customer’s grocery 
shopping process. So, we may need to 
have a hard reflection on our current 
associate’s ability and talent to see if they 
can evolve and serve the dealership in a 
capacity that might be more eclectic and 
untraditional.

Make no mistake, this pandemic has driven a 
sea of change and disruption to businesses 
across the spectrum and the automotive 
industry has not been immune. We often say 
when it comes to change, “change or be 
changed.” But, a lot of the time dealers change 
for experiment’s sake. Now is not that time. We 
have learned that incredible change has come 
again, and like it or not, this change is here to 
stay. 
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By Brandiss Drummer, NCM Associates

Are You Prepared for 
2020 and Beyond?
As we enter 2020, I believe it’s critical to ask yourself the following question: Are you (and your 
dealership) prepared for the future? As with the start of any new year, it’s time for you to start preparing 
yourself not only for 2020, but for the foreseeable future as well. We must all be prepared to adapt if we 
want to succeed as the automotive industry continues to evolve. In the genetic sense, adaptation literally 
means to evolve or build new mutations. This was something that the dinosaurs did not do 65 million 
years ago, and as a result, they could not survive their new climate and became extinct. In the business 
sense, evolving translates to building new skills or knowledge to survive. If you don’t actively pursue 
new knowledge and skills, you too will quickly become extinct in the workforce. This is exactly why I 
believe training and education is so important and relevant in today’s automotive landscape.

Do you want to be like the dinosaurs and go extinct? Or, do you want to prepare yourself for success by 
developing new skills? For those of you who want to become leaders in your store, here is a quick guide 
to some training and education topics you should consider in 2020.
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The Automotive Industry Continues to Face 
Disruptors

Carvana
Carvana is a completely online buying 
experience for used cars and is ranked #8 in 
used car retail sales. You may not be aware 
of the perks of this new business model, but 
your customers are. Consider it: if you are not 
aware of the other buying experiences, how 
can you compete with them? Prepare yourself 
by mystery shopping your competition—have a 
family member or friend attempt to buy online 
and take notes about their experience. Read up 
on articles about Carvana, such as this blog on 
how to capitalize on its shortcomings.

Ridesharing
Ridesharing has been predicted by some 
as affecting sales volumes in the future. 
Personally, I don’t believe this is the case, as 
less vehicle owners would still translate into 
more mileage per vehicle, and associated 
repairs/replacements. However, it doesn’t 
mean that there aren’t still ways that a 
dealership may need to prepare. Ridesharing 
operators will not be interested in the typical 
bells and whistles of a vehicle owner, but 
rather longevity and safety. Begin incorporating 
training into your sales meetings on creating 
a value proposition for this new class of buyer. 
You may also wish to retrain your sales people 
on the benefits of CPO, which makes an 
excellent fit for a buyer who may be looking for 
a “like-new” car without the cost.

Customer Experience
Customer experience is the #1 business 
differentiator, and our customers are speaking 
out about the ways they want their traditional 
retail experience to change. According to the 
Car Buyer’s Journey study by Cox, 61% said 
their retail experience had not improved 
and that the paperwork and negotiating 
on-site was the worst part of the purchasing 
process. What can you do to work on your 
experience? Read the automotive case study 
from Disney Institute and consider getting 
started with them, or attend the Automotive 
CX Conference Summit. And remember, since 

90% of customers want to begin the buying 
process online, begin educating yourself on 
digital retailing tools and how your sales process 
may need to change in our Preparing Yourself 
for Digital Retailing class.

Technology Continues to Expand Its Footprint
Statistics predict a spend of almost $27.6 billion 
in automotive display market by 2024, nearly 
doubling since 2017. In addition, some sites 
predict almost 22.6 million fully autonomous 
vehicles by 2040. In other words, companies will 
not just sell the hardware for their vehicles but 
will also become the software provider. Get your 
salespeople prepped on selling technology by 
spending more time training them on the current 
features (such as pre-collision centers, blind-
spot warnings, etc.) in sales meetings.

In the future, I predict we will see an increase 
of data available through connected cars. This 
will help dealerships learn more about their 
customers and create key communication 
strategies to increase dealership loyalty. While 
we aren’t at that point yet, dealerships can 
prepare themselves by maximizing their 
strategies around the data they have in their 
CRMs and DMS. Have you asked your CRM and 
DMS reps to perform a training lately? Many 
features and reports go unused in these systems 
and most companies will provide free training 
for you. Use this to create a comprehensive 
customer picture and train your sales team on 
how to mine your own customer/prospect base.

Employee Retention and Recruitment 
Continue to Plague Dealerships

The average turnover rate is 40% for 
all dealership employees (and 67% for 
salespeople), according to the Cox Automotive 
Dealership staffing study. Company research 
shows that 50% of people hired are not the 
correct person for the job. This costs the 
dealership time and hundreds of thousands of 
dollars in turnover costs. Consider sending your 
managers, most which have never been trained 
on how to make accurate hires, to our Hiring Top 
Talent training class.

https://www.ncmassociates.com/about-us/up-to-speed-blog/2019/may/how-carvana-is-changing-used-vehicle-sales,-part-2
https://www.coxautoinc.com/market-insights/2019-car-buyer-journey-study/
https://www.disneyinstitute.com/about/case-studies/automotive-manufacturing/best-chevrolet-customer-satisfaction-accelerated-90-percent-to-lead-customer-retention/
https://tlsummits.com/
https://tlsummits.com/
https://www.wardsauto.com/dealer/study-says-car-shoppers-want-start-online-end-dealership
https://www.wardsauto.com/dealer/study-says-car-shoppers-want-start-online-end-dealership
https://www.ncmassociates.com/training/course-schedule?utm_campaign=NCMi&utm_source=NCM-Website&utm_medium=Blog&utm_term=1%2F16
https://www.ncmassociates.com/training/course-schedule?utm_campaign=NCMi&utm_source=NCM-Website&utm_medium=Blog&utm_term=1%2F16
https://cdn.ihs.com/www/pdf/The-Connected-Car-Infographic.pdf
https://cdn.ihs.com/www/pdf/The-Connected-Car-Infographic.pdf
https://hireology.com/blog/how-would-you-describe-your-dealerships-hiring-process/
https://hireology.com/blog/how-would-you-describe-your-dealerships-hiring-process/
https://www.ncmassociates.com/training/courses/hiring-top-talent?utm_campaign=NCMi-Hiring-Top-Talent&utm_source=NCM-Website&utm_medium=Blog
https://www.ncmassociates.com/training/courses/hiring-top-talent?utm_campaign=NCMi-Hiring-Top-Talent&utm_source=NCM-Website&utm_medium=Blog
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Training can also be used as a recruitment tool. 
NCM works with many progressive dealerships 
that have successfully created their own 
branded training institutes for high-potential 
employees. These training and development 
opportunities create a positive reputation within 
the workforce for the dealership, which helps 
attract the best talent. In addition, training 
creates a natural succession plan for an internal 
group, who are poised and groomed to handle 
the challenges of the future automotive industry. 
This is a much better action plan than reacting 
to a loss and having to throw someone into a 
position due to unanticipated turnover. Consider 
our custom training programs to help you 
develop your own customized solution.

Forget the New & Focus on the Current 
Market 

There are many new things to prepare for in 
2020 and beyond, but there’s also plenty going 
on in our current market that tells us what we 
should focus on going into each year. For the 
average dealer, using November 2019 YTD data:

• New vehicles and used vehicle departmental 
profit is down 97.4% YOY.

• Expenses are up 6.3%, including a 7.5% YOY 
increase on advertising costs.

• Progressive benchmark dealers are putting 
a higher focus on fixed operations to sustain 
dealership gross with a 90.2% increase in 
profit YOY vs. only 25.1% for the average 
dealer.

Which brings me back to my original question, 
are you prepared to face this market? One 
way to prepare yourself is to invest in your 
department manager’s ability to manage their 
own departmental operations. The reality is 
many managers do not understand the multi-
million dollar business they are tasked to 
operate.

Consider NCMi’s unlimited annual training 
subscription to commit yourself and your 
managers to improving next year. Make a plan 

now for 2020. Without a proactive plan at the 
beginning of the year, we often forget about 
training in the midst of the hustle and bustle. 
As an example, take one of our clients who 
signed their store up for the NCMi Subscription 
last year. They proactively committed their 
managers to a schedule for the full year ending 
with a total of 68 courses completed. As 
a result, they saw a 51% increase of total 
dealership net profit in that time.

Get Prepared for a New Year

There isn’t some hidden secret to getting you 
prepared for success that only the sharpest, 
most progressive minds know about. The great 
thing about training is you don’t have to know 
it all, you simply have to be willing to invest in 
the resources and time to get with the people 
who know what you need. Your commitment 
and follow-through on bettering yourself, your 
employees, and your business by participating 
in professional training is all you need to be 
prepared for 2020. And this, often, is what 
separates the best from the rest. To learn more 
from our automotive experts, please consider 
reading the following articles.

• Why Dealers Are Talking About Expense 
Control and Training 

• NCM GMEP vs NADA Dealer Academy 

• Fixed Operations One-on-Ones

https://www.ncmassociates.com/services/custom-and-oem-training/custom-training?utm_campaign=Custom-Programs&utm_source=NCM-Website&utm_medium=Blog
https://www.ncmassociates.com/training/subscriptions/annual-training-subscription?utm_campaign=NCMi-Subscription&utm_source=NCM-Website&utm_medium=Blog
https://www.ncmassociates.com/training/subscriptions/annual-training-subscription?utm_campaign=NCMi-Subscription&utm_source=NCM-Website&utm_medium=Blog
https://www.ncmassociates.com/about-us/up-to-speed-blog/2019/october/why-dealers-are-talking-about-expense-control-and-
https://www.ncmassociates.com/about-us/up-to-speed-blog/2019/october/why-dealers-are-talking-about-expense-control-and-
https://www.ncmassociates.com/about-us/up-to-speed-blog/2019/april/ncm-gmep-vs-nada-dealer-academy
http://www.ncmassociates.com/about-us/up-to-speed-blog/2019/february/manage-your-sales-staff-through-crm-metrics
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Video Call Platforms to Enable Customers to 
Video-Call a Dealership Online

Today’s car buyer is quite familiar with video calls. 
Most have celebrated a family relative’s birthday on 
Zoom. 

The needs of a car buyer dictate that they make 
eye contact with the dealership when and where 
they want, not after many steps of setting up an 
appointment or after many a struggle with a chat-bot. The correct solutions enable the car buyer to start a video call with a single click on a link 
online, or a single scan of a QR-Code in a printed advertising.

Luckily, many vendors, such as Sincro Digital (formerly CDK), Condition Now (inspection reports) have already integrated such video call 
capabilities into their offerings. Other solution providers are expected to follow suite. Dealers can also ask their vendors when the video call 
features will become available. 

11Sight has been the company that has developed the technology that makes these calls possible.

How to use video calls to stay in touch with the customer every step of the way

The video call is an ideal call to action for many a print and digital marketing campaign.

The relationship starts while the customer is still researching a vehicle. The video call can be about vehicle 
features, a walk around the vehicle, or about hard to research questions like financing or affordability. During 
the call, the product specialist can find out the customer’s hot points, buy/lease, new/used preferences; through 
desktop sharing, configure the exact model and options the customer desires. Even some of the paperwork can 
start online to accelerate the time to cash. 

Past deployments have shown that video-call initiated relationships are 3x more likely to result in a transaction and 
offer a better experience to both sides. 

The relationship is easily maintained throughout the ownership lifecycle.  

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.

Showroom to the Living Room
Bringing the

The New Sheltered Reality as Covid-19 Hampers Sales

As business gear up to open again this summer, we all know that as science prevails, the cases will peak again in the fall, and there will be a 
second wave of shut-downs. Even worse, all data shows that, while Europe has flattened the curve, in USA cases remain steady. 

In this climate the average car buyer will be reluctant to go out and visit multiple dealerships. Rather, many will prefer to complete the 
transaction online and have their new car delivered to them. 

This means, success for a dealership demands making eye contact with the car buyers online.
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The Muldrow Group has been working exceptionally hard to find solutions for our clients 
that will be able to assist them during these uncertain times and for everyday business.

TMG now has access to a chemical product with EPA certified disinfectants for use against 
SARS-CoV-2 and the coronavirus that causes the disease COVID-19 (EPA Reg. No. 82972-
1). It has 24/7 active anti-microbial technology that helps prevent microbes and germs that 
cause bacteria and viruses as well as odors. This chemical creates a bond to the interior 
surfaces and ventilation system of the vehicle creating a long-lasting microbial barrier.

We also have an amazing virtual and interactive menu presentation option for our clients. 
Dealerships can customize the process of products offered with videos included in the 
presentation, brochures, and more. F&I managers can meet with a customer over a Zoom 
conference or a GoToMeeting to provide information on each product as well as walk them 
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through the contract prior to them signing it. The customer is able to sign the documents 
on their smart phone or tablet in the comfort of their own home, but they can also sign 
the same way during an in-store sale making this a very useful tool for F&I managers.

The Muldrow Group is here to help provide our clients with the tools they need to 
succeed now and in the future. This chemical product and interactive menu presentation 
as well as our continued professional support will help drive you to success.

Contact Kiersten Seneca at (315) 252-9000 
to sign up or for additional information!
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Our Valued Sponsors and Vendors

Ford Minority Dealers Association
P.O. Box 760386  |   Southfield, MI 48075
Office: (248) 557-2500  Fax: (866) 559-1732  |  fordmda.com

https://agws.com/
https://www.cdkglobal.com/us
https://www.ml.com/
https://www.afasinc.com/
https://www.elendsolutions.com/
https://www.coxautoinc.com/
https://www.ford.com/
https://www.ford.com/finance
https://www.bbinsurance.com/
https://www.ncmassociates.com/training
http://merchantlynx.com/
https://themuldrowgroup.com/
https://www.ally.com/
http://www.rockyscustomclothes.com/
https://www.prudentialuniforms.com/
https://www.fmdcpas.com/

