Digital Secrets that Fill
Service Lanes

Jeff Clark
Chief Sales Officer
DealerOn

Derwood, MD

571-528-3839 @dealeron
#NADA2016

jeff@dealeron.com

NATIONAL AUTOMOBILE DEALERS ASSOCIATION



NADA | -
Service & Parts - S$300B/year Dealers get
<30%

$ Billions/Year

Non-Dealers
S2308B

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

arvice/Parts
%0
/0

Vehicles

Source: : NADA DATA, 2013
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Dealer Service Content Currently

e

(Fora )

(888) 230-2741
" oaat Live Nowt (800) 2066219

15505 Roscoe Boulgvard. Norh Hi

VOLUME FORD DEALER

5. CAD1343
New Ford Used Cars

Specials - Research - Finance « Paris/s About Us - Home

FORD SERVICE CENTER AT GALPIN FORD

T e s e camin.
o

servicing all makes and modeds  Go Now »

ReadyCredit.c

Credit Concerns? get
VIEW BPRCIALS

NATIOCHNASA SU0UTOMGCE

AF s 00
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NADA
3" Party Service Chain — Pep Boys =

4 seancy [T o -.

E-SERVE CENTER TIRE SERVICES PREVENTIVE MAINTENANCE
GCIEXAEEES Whatls Ths Ny Vehicles

REPAIR SERVICES SPECIAL SERVICES FLEET SERVICES

ADDAVEHICLE My Stores ADDASTORE

>PEP BOYS SERVICES

SAME DAY APPOINTMENTS
Averlable Now

SCHEDULE YOUR
VEHICLE’S SERVICE

MAKE AN
APPOINTMENT

TRACK YOUR
VEHICLE'S STATUS

L0l SERVICES

“-SERVE

AETIG Ewe WY

WITH OVER 6000 SERVICE BAYS
NATIO E TRUST PEP BOYS

PROF NALS FOR YOUR

State Inspection AUTOMOTIVE SOLUTIONS.
Hybrid Vehide Service

SPECIAL
SERVICES

o oFFlE=a SALES & 3 £0% OFF
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You Need A Service Website -
&P roT | get my cars (3) serviced every 3 - 5 K miles -,

Further RVI e \cars.com )
Go SE Everyone is considerate and responsive to my <

= & needs. Completion is on time or early
Home  Specials = unnecassary work is never pushed. But | am

always advisad of Issues that may need

G
\A

.

attention before the next visit'

Richard Bamurr, F-150 Ownx

1 for 2013 Ford F-150
Owyner. st visit

e features

3 How-To Videq
Learn More about yo

S
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Service Site Becomes the Dealer’s —_—
Digital Fixed Ops Hub
Organic PPC &
Search Retargeting
Owner. Franchise
OEMcom ' Website

SERVICE

Email WEBSITE S

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
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Landing Page for Each Service

The Right Germantown Tires on Sale

Pothole Pain Points When you buy tires from our Germantown area
— service center, you will ensure the tire brands on sale
Wheel & Tire S D= are the right ones for your Ford. That's what our

certified service staff specializes in! Don't drive a Ford
in Derwood? No problem - our wheel and tire
specialists will make sure you 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
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
questions and even “try-on" new car tires to see what they look like.

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

Above all, you'll have a great experience when you buy tires from our Bethesda area service center. Qur
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.

NADA

Call Us For Tires

800-555-5555

Buy 4 select tires, geta

YOKOHAMA

o DUNLOF
$ Mail-In > Venae
Rebate GOODSYEAR

© S0e Deta

Check Out Our Latest

W Tire Specials

#NADA2016




Tire Configurator

Tire Configurator

Search for Tires
-:m:al By Tire Size
“ Required Faids
* Selectayear 5]
* Select a make .|
* Select a model -
Ssled aim .| ©
[ Search ]

#NADA2016
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NADA

Parts & Service Content For Dealers

CALL US

Get search results using PHONE : (863) 225-9401
Keywords or part #'s below!

Advanced Search
sHOPPING FOR : 2014 Ford F-150 XLT| OTHERVEHICLES

Start Here CONTACTUS Blogs

Cooler with Ford Accessories.

~

-

%

- Sliop Catalog

#NADA2016




NADA
Parts & Service — Dealers Using Ecommerce

mﬂww 1) Pick Vehicle
Bhve oo i 2) Select Part
3) Confirm Choice
i M e W i i 4) Checkout
caLLus Enter Payment

et swarch resuls vang PHONE : (853) 225.9401

Keywurds o parl £ bebow!

= A eamnlel 2000
¥ Checkou

CALL Us

PHONE : (263) 725 3401

YU are hare

Shopping

CHECKOUT

|
Use Cou

1272w e = ) oo
S psuraalda

Tace ES

¢ Taea e

] .
Aee Seleot a shiDDINg mMmethod

N ~— =

Have a coupon?
- CONTINUE
FNege e Crmar e Coumpces Pvaee

New Member Registration & Billing Details

Siresd, & maertect clck race
Creall U sarroena

. T S UTOmMmOCE F F & F E Pasarmcrd




NADA
Goals for Site are not “Leads”, Shopping Cycle = ‘

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%
7° 8% °
-A’ - 3% 3% 4% -6 A
120 Days 60 Days 30 Days 3 Weeks 2 Weeks Same Week Same Day

Source: Compete Vehicle Maintenance Shopping Analysis, July 2011.



Goals for the Website

e

Research -
Map / v Appointment
Directions
¥ 7~ 4 Wk
Coupon Prints [

u

Service Call

#NADA2016
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yl Schedule Service Now!
NG

LET CUSTOMERS
SCHEDULE SERVICE
DIRECTLY FROM

YOUR SITE

47% of Drivers age 18-44 prefer to
schedule service appointments

online --Google & CriticalMix Fixed
Ops Study, March 2015



Can Associate w/ Cookies — Hello Jeff!

In two quick steps you can get more
vehicle-related information for 2013 Ford F-150
s here on Ford Owner. Just visit

ctivate these features

in your Garag
SYNC Owner

Pusn a button and voce-controd your music and phone calls

Certified



Call us at 888-555-5555

LARGE, OBVIOUS

PHONE #: -

DYNAMICALLY
TRACKABLE



D How-To Videos Watch Videos
Learn More about your Ford

HOW-TO
VIDEOS TO
EXPLAIN




Video Increases Search Engine Footprint and
Builds Consumer Trust

Rockville
Ford Vide~<s

Featuy y Ford Brake Parts

Motorcraft® Brake Parts

n #NADA2016
e

O How-To Videos
No&T Gt Laarn Mere about your Ford




VideosFor Any Routine Service

Brakes Video
Schedule Service Now!
Tire Care Video
Maintenance Video
Exterior Maintenance Video
HVAC Service Video

Exhaust System Video

OEM Parts Video

Featured Ford Video

New Ford Parts Warranty (Short Version)




NADA

Dare To Compare Page

all
HALL HONDA VIRGINIA BEACH SERVICE HONDA . JUTONOTVE
3516 VIRGINIA BEACH BLVD. | VIRGINIA BEACH, VA 23452 Call Us at 888-375-3447 } Mile

:“ j

AAR

SCHEDULE SERVICE ‘ SCHEDULE SERVICE ', '

SIS \ : )
Qil & Filter Change Rotate : d

1 1 1 | B
Hall Honda Virginia

Beach Service $38.95 $109.90 $24.95 $79.95 §$189.99

SCTTTET TN ST N T 2
—-

Service Center

#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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e

Offers

#NADA2016
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NADA
What Else Do National Brands Do? Coupons!!!

p—

SHOP ONLINE

TIRES = PARTS = CARCARE & MAINTENANCE = ACCESSORIES = PERFORMANCE = TOOLS & RECREATION = ELECTRONICS

What Is This? | My Vehicles: , ADDAVEHICLE My Stores:  ADDASTORE LOGIN | Create Your Glovebox
.' l:’ ‘ SAME DAY APPOINTMENTS — VA?_,EM
l'/ Available Now
. B ,, SCHEDULE

YOUR VEHICLE'S

SCHEDULE YOUR SERVICE [§ SERVICE
Save Time - Convenient - Easy

’

\ P ST & - TRACK YOUR
7 ” VEHICLE'S

\STATUS

S

$18 99 LOWESTPR’

DO-T-YOURSELF

51-QT.0R5-QTS. PENNZOIL
CONVENTIONAL OIL
CHANGEWITH PUROLATOR
CLASSIC OIL FILTER

UPTO

25%

..\.

#NADA2016
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What Should You Use? Coupons!!!

) | TN VEMHIITE CHE! = \ ' ; s AE 5
o ) M ~~,4:.-‘ ] - AN Lo I 3 v e
3 e 2% o
3 How-To Videos Watch Videos ho3 Coi_v;:of‘.:. & Rel* tes / # Find the Right 'f-‘xtr't_f-,
Learn More about your Ford Save on Service at Ro YL | Learn more about our Parts Center

\-

... Buyd4selecttires, geta
560 ali-ln & PN
Rebate GOODSVE $

At Rothbard

By 4 select thes, get a YOROHAMA

¢ DuNLOF
GoonfvEan

Mail-In
Rebate aoon,ﬁmn

sclals

© See Detalls

“I 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

—

w 3516 VIRGINIA BEACH BVD. | VIRGINIA BEACH VA 23452 L’z//”safﬂﬂﬂ-.z?f-.

RVICE & PARTS MAINTENANCE TIRES BRAKES BATTERIES EXPRESS SERVICE ABOUT US VIDE(

RVICE o
5 ‘sc ' 'f' !!"'f |cz 3 | LIKE

NJOY COMPETITIVE FINANCING' WITH THE MILEONE CARD '

O CREDIT APPROVAL. ASK FOR DETAILS.

= g |
oudly gdccepted at off MileOne |
‘ocati

edit Card -

-y -
A UTOMOTI VE P uenmass e

ver time with 12 months

S ils SN -~”
sPECIAL financing'

E’:E]' ' e hib /7 1b5

a)
CU?TOMF i‘ NAWE 1

= MON
— FINANC

ick here to see important terms and conditions.

VICE NOW. PAY OVER TIl

anefits #NADA2016
e
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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




29

NADA
Consumers Use Phones More Than Desktops
for Browsing Internet

Average Hours per Day with Media by US Adults

3.0 2.85
o—)-LLC 2-57
25 777 i 2.32
“ ——2-36 ®2.36
50 2.27
15 1.58
1.0
0.8
0.5
2011 2012 2013 2014 2015
~<-Desktop —~Mobile (Nonvoice)
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Right

eeco0 ATAT LTE 3:02 PM 9 6B} M

ourismanhonda.com C

Get Pra-Approved
Schedule Service

V\ Text Sales

Phone Calls — Top Task for Mobile Service

NADA

Wrong

3:12PM

darcarshonda.com

Honda of Bowie - New'§
Dealer

m—mﬁ,ﬁlm
FOR LIFE®

s ¢ 3 30 My P
e v v e s oty Sy

Find new vehicles

New

All Years

@ a4k e




NADA
Directions Should be One Click — Easy

esen. ATRT 17T A2 PM
darcarshonda.c
v L WTAT TP 4:30 PM
7))
H'“ darcarshonda.c
e U ATAT I°T 4:2GPM
g {Y) BOARS Hane = darcarshonda.com
-

Honda of Bowie - New & U
Dealer = Q H

ON DA

4:26PM

= darcarshonda.com

Directions 4:26PM
darcarshonda.com

PREMIUM CARE
FOR LIFE

Your Srwal®

Hours & Directions

1717 camper e

Your Strame*

Get Directions

Your 2ip Code®

2210

Yeur Zip Codw®

Your Strame*

Find new vehicles

Your L Code™

All Years

/
2016
.




NADA
Service Appointments — Quick & Easy

Hard Easy

¢

w Honda of Tyson's)
Corner|

HONDA HERSL
SCEEDULE YOUR SERVICE

I'm New Here

Find Me

Log Meln

Srrican
trglisn




Pep Boys Serwce Coupons

1)
2)

3)

5)

10x Redemption Rate of j

Traditional

Integrate w/ Google &
Apple Wallet

Trackable via Unique
SKU

Deletion Rate <1%
Create Loyalty Program

S/ DT M2

Sy »

$42.99 Pennzoil Platinum of Castrol Edge
wnthetic Motor Oil Change Service

ADD COUPON TO PHINE

1-B00-PEP-BOYS (737-2697)

_ Finance

10°%0FF

Select Services’

U
| ’I
| SKU. 1187640
. 0
.

#NADA2016



NADA

e

Search

#NADA2016
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NADA
Mobile Fixed-Ops Marketing is the Future

service & maintenance queries on Google.com, indexed

2504
200+ mobile 0
+98%
YoY Growth
1504
100+ desktop
50 4
tablet
0 L Ll L4 L Ll L4 T L L4 A T A 4 L L v L4 Ll L4 T A J L4 T L T L4 L)
\“‘ N \5 N \.’ o N \Q’ o \" N > > > \‘ > > \‘ > \‘ > .\‘ \‘ > \" N
N N N N N N N N A N N N N A N N N N N N N ) N N N N
~ S ~ » - < \ 1) o O N S N > v » o © A L Q Koy N N - v

#NADA2016
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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
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NADA -
Mobile SERP’s Heavily Favor Paid Search

a

August 2015 — 3 Mobile
= | .ocal Ads

& jim coleman toyota service ¢

Google

l jim coleman toyota service X n
ALL MAPS SHOPPING NEWS INAGES

JimColamanToyota.com - Jim Celaman
Toyola

* |IProspect Reports 40%
Decline in Organic CTR

Huge Sale On Cur Toyota Inventary!

« Dealers May Be After 3 Local
Ads for Their Own Branded
Browse Qur Used Inventary T e r m

You MUST Buy Your Brand

Browse Cur New Inventory

Contact Us

Consider Buying Competitors

#NADA2016



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

88%

!fi;

» 195 ® L - A
TO ORGANIC CLICKS

97% e % %




Mobile Ad Best Practices

 Call Extensions

« Site Links

* Location Extensions
« Strong Call To Action

Compelling Offer

12:44 PM LTI

& jim coleman toyota service ¢

Google

jim coleman toyota service
ALL MRS SHOPFING NEWS
JimColamanToyota.com - Jim Celaman
Toyola

wawimealemanioyolacom’
Huge Sale On Cur Toyota Inventary!
Schedue Your Test Drive Today.

Call (307) £68-71C0
Madels: Carrry, Tacoma, Corclla, Tundra

Browse Cur Used Inventory
Special Offers & Deals
Browse Cur New Inventory

Contact Us

Bethesda - Auto Pk Ave

#NADA2016




NADA |
Google Customer Match for Fixed Ops Campaigns

« Market to Your DMS

Advertiser

» Leverage all Google :
Properties S o

» Highly Targeted

Google O »

#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 items

Make an Appointment ' Tire Services ' Preventive Maintenance ' Repair Services = Special Services ' Fleet Services
My Vehicles: | My Stores: Pep Boys Germanto... | MyAppointments: ( MAKE AN APPOINTMENT | LogIn | 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 3

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
Germantown, MD20876 Annandale, VA22003

Current Store Q@ choose This Store Email

Sign-in to access your saved preferences

Password
Pep Boys Hyattsville
Remember me Forgot Password?

1804 University Blvd E Know a closer location?

Hyattsville, 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

L
Gox )gle brskes servics minnespolis KS
Q Fuarything s
[©]
R
@ s
Q =i
Phyces tor brake senvice near Mlnnea&lls, N
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Hrowstn 1 30 of J54 - G
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quipment WYWse Incorporaled. Minneapolis, MN - Reviews .
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abe & Equprnrt Whiee beoporaed, Minmepolis, MN . Ravieas and magn ...
MINNEAPOLIS/ST AL Aule Repair | Brakes | OF Crange | Tees ...
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Your MRNEAFOLISET PAUL wve Midas co vy s oo o ol yuar s repa
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NADA
Google SERP Percentages

National Brands Versus Dealers

<5%

.
Firestone Jiffy Lube Pep Boys Midas Car Dealepy

#NADA2016
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Email and Social

#NADA2016
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Service Customers Need Email Reminders

Bring drivers back by making ==
their lives easier.

Only 2% of vehicle owners get digital reminders from their service provider

HOW DO YOU DETERMINE IT'S TIME TO SERVICE YOUR CAR?

I maintain my 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

CLEAR » SIGN UP TODAY »

229 e

CLICK HERI =
SUMMER o — Gikox e
TRAVELTIPS 0= e

WS
CARD




Social Service Ideas

Follow The Boys
u fou a

Keyword, Part

Shop Online

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

A VEHICLE | Iy Stores: Pep Boys Germanto... + Ny Appointments: | MAKE AN APPOINTMENT

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

Check us out for exclusive promotions, Epecials > Coupons
updates, news and car care tips
> AVAILABLE COUPONS
> $10 OFF WHEEL ALIGNMENT 42 07;3%%33
> 10% OFF SERVICE {I| 07,35);%32
> $20 OFF $100 MERCHANDISE PURCHASE {Z 07!3E1>;gi0r$i
> $24.99 CONVENTIONAL OIL CHANGE 4: 07;3'51)5%32
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[ ] [ ] [ ]
FaceBook & Twitter Service Marketing
Pep Boys - Manay, Mee & Jack WhataSlave: | need to do an oil change ... But where do | go? Baileymsumner: Aimost wrecked
SR janvary 12 @ g 8:48am, Oct 16 from Twitter for iPhone :‘;’ n-”“mm“m”m“"'
Yeah Right-.. | rrrate e o

/ySGqsMNVKE pepboysauto: @bailleymsumner

1:11pm, Oct 16 from HootSuite ~*% Whoa, be careful. We'll make it easier,

Ne. Ve, Please o et s see
TAKE YOUR TIME. THAT 1:38pm, Aug 12 from HootSuite
GREEN LIGHT IS PROBABLY Baileymsumner. @poptosao
40‘“4 w' qez-qm,/ 1:56om. Aua 12 from Twitter for iPhone

WhataSlave: At pep boys getting my

oil change mbthegr81: Terminator 2 has always
1:31pm, Oct 16 from Twitter for iPhone m&m“m?m"::gm
Like - Comment - Share D4 o pepboysauto: @whataslave Great! MteiNwnhBJQ
Y Adam Xondos and 59 others like this. Top Comments ~ neis Glad we M wp YOU out with M 8:32am, m 05 from Immm
S thanks again. pepboysauto: @mbthegr81 Hasta la
n 4:48pm, Oct 16 from HootSuite ~% vista...

4:52pm, Aug 06 from HootSuite

mbthegr81: @pepboysauto Twitter
interactions like that & great service will

guarantee " I'l be back " to you guys for

] wayne M. Faust Jr. | agree with Peter Ruppert don't be

all my parts & auto needs.
— @*% 4:01am, Aug 07 from Plume for Android
Pep soyA icrossing /i
#NADA2016
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Questions

#NADA2016
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Digital Secrets that Fill
Service Lanes

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

Jeff Clark workshop video recording.
Chief Sales Officer

DealerOn

Derwood, MD

571-528-3839 @mytwitterhandle

#NADA2016

jeff@dealeron.com

NATIONAL AUTOMOBILE DEALERS ASSOCIATION



