


MANAGEMENT

As a manager, selling products is only :
part of the job. Having a positive impact
on the processes you’re involved in is why
the dealer gave you the title you hold. So i
do what you were hired to do. Have an

impact! Be a manager and manage!

1 CutTiNG DOWN ON
TRANSACTION TIMES

A great place to begin the evaluation of i

your processes is to look at what your :
customers are telling you on your sur- !
veys. One of the most common com-
plaints among customers is the amount

of time spent in the F&I office.

i Asadealership you not only providea !
i product, but you are providing services as
! well. Evaluate your current processes. :
i Meet with your dealer, GM, sales man-
i agers and other F&I managers and devise
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i away to eliminate the customer’s percep-
i tion that the process takes too long. Are

you going out to greet customers, and are

i you helping to get them back into the F&I
i office once they’ve committed to a vehi-

cle? Or, are you making them wait while
you load the deal into the computer?
Is the salesperson turning the cus-

i tomer over to F&I before the paperwork

is completed, and before it’s been re-

i viewed and OK’d by the sales manager? Is
i the F&I manager having to page the

salesperson back to the business office to

i track down missing forms and customer
i information? Are salespeople waiting for

you to stop complaining about their pa-
perwork? Are they waiting for you to get

i off the phone so they can bring the cus-

tomer back to F&I?
And if you're making the customer

i wait for you to enter the deal into your
i computer, is he or she also waiting for
you to fill out the menu after the initial
i interview? We wonder why customers
i ding us on lack of consideration for
i their time.

Checklists are a great tool to ensure

everyone gets their paperwork done right
! the first time. Salespeople need to use a
i check sheet when putting the original
i deal together. Sales managers need to
i check the file to make certain that all the
i documentation is signed and in the deal.
¢ Then they should complete their paper-
i work and check the salesperson’s paper-
i work before sending the deal to finance.
i F&I managers should also utilize a
checklist to ensure all their paperwork is
i completed correctly. F&I is the last op-
i portunity to confirm all the required
i documents are properly completed be-
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fore the customer leaves the dealership.

Remember, this is a team effort, and co-

operation is key. Costly incentives, such
as free oil changes, are the typical :

method used to get a customer back in
the F&I office to correct errors. Howev-
er, doing so gives the customer another
chance to renegotiate his or her deal,

back-end gross gets cut.

2

BLAMING THE DESK
Another favorite complaint of F&I

pening at your dealership, then you must

train the desk on how to pencil deals.
Many F&I managers complain about the |

way the desk is quoting payments, but
spend their free time playing games on
the computer or calling their buddies to
have a pity party.

Great F&I managers always look for

ways to do things better. Help your team
establish a consistent policy as well as the
rate they should use before and after they
pull a credit bureau. Explain why this

must be done to ensure compliance, :
avoid discrimination, and ensure the in-

tegrity of the dealership.
Train your sales managers not to quote
75 months with an impossible rate on a

get-me-done deal. Getting involved in
the structuring of the deals will lead to

higher dealership profits, both front-end

and back-end. And if you're needed to :
i nent youre clueless about. Get with a :

In many dealerships, the desk manager
rarely comes out of his office to close a i

help close a sale, do it!

deal. Heck, he won’t even shake hands
with the customer looking for a

brochure. Just remember that you might !
be the only manager the customer sees i

during his or her purchase process. So

make an impact. Stop playing games, de-

manding perfect deals, and complaining

on the phone. Go make some money!
THE PAY PLAN

3 The most common and frustrat-
ing complaint of all is the old, “My pay

plan won’t allow me to make money.” i
Sales guru Jeff Gitomer says, “Sales can

be the lowest paying, easiest job you can
ever have. Or, it can be the highest pay-

ing, hardest working job you can have.”

i To maximize your income,

which means either the front-end or

i you must figure out what
. products you need to sell
. and how many of each. You

managers is: “The desk is quoting pay- :
ments that are incorrect.” If that’s hap-

might call it a road map to
maximizing your paycheck.

The choice is yours!

themselves. Product knowledge is one

i area that can be critical to achieving that. :
You must know your products and what

they can do for the customer. A good ex-

ercise is to time yourself on how long it :
takes for you to come up with 15 benefits :

of GAP. Once you get to 15, go for 20. Do

this with all your products, including
cash, bank and credit union conversions.

Don’t just learn features and coverage,

learn how these products will benefit the

customer.
For example, learn more about the

parts covered by your vehicle service con-

tract and convey them to your customer.
Review your brochure and find a compo-

technician and have him show you the
part, explain what that component is,

what it does, what happens when it fails, :

and how much it costs to repair. Then get
that component from your parts depart-

ment and put it on your desk as a conver- :

sation piece with your customer. Now
that you have the facts about that compo-

nent, you can demonstrate how a service
i agreement would save him or her money,
¢ time and inconvenience. It might even

help you sell a service contract.
You can sit around and whine about

your pay plan, or you can get out of your :
office and learn something that will help

you sell more products to more cus-

tomers. Too many F&I managers would :
rather complain about their pay plan.T i
like to ask managers how much they will !

: make based on the goals they have set for
F&I managers must continue to better

the month. The response is almost always
the same: “As much as I can.” Then, when
I ask how much they made last month,
they reply, “I don’t know vyet, checks
aren’t out.”

To maximize your income, you must
figure out what products you need to sell
and how many of each. You might call ita
road map to maximizing your paycheck.
First, find out from your sales department
how many total sales they’re aiming for,
and then use the information you get to
set your goals. Then, figure out how many
customers you will need to see, how many
of those you will need to arrange financ-
ing for, and then determine the number of
each product you will need to sell, and
profit on each. The time to do this is at the
first of the month, not the 20th. It is too
late to make up for missed opportunities
that late in the month. You push too hard
and customers can tell you're trying to sell
them, not help them. Set your goals early
and track your progress daily.

To be a great F&I manager, you must
continually look for ways to do it better;
both individually and as part of the team.
Take action and get involved in making
opportunities for yourself, and your team.

i Bea manager and DEALWITHIT! H

Marty Lisk is a senior training consultant with
Reahard & Associates Inc. Reahard & Associates
provides customized in-dealership Fe1 training
for dealerships throughout the U.S. and Canada.
Contact Marty at 866-REAHARD, or e-mail
him at marty@go-reahard.com.
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