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Using discounts
and menus to
bring customers
into your
service bays
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Just
Released

§fll More on RVT.com

List
Thousands of active buyers

— YOUR target areas.
Get Listed!

Advertise

Boost your exposure to
low-funnel buyers!

ReMarket

Stay “on” buyers — even ki o
after they leave RVT.com! = =

Sell More

T:f:;, | aﬂ Plan your work.
< Work your Plan.

®
RVT o Increase RV sales.
.Lom

Get Your 2019 Media Planner Today!

Download : rvt.com/mediaplanner

Call : (800) 2822183 x 710
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Your Clear Path To Greater
Profits And Protection.

F

; Independent RV Specialist
1981-2018

;4 Solutions Tailored For

g Your Dealership

F & I /Sales Training
From Basic To Advanced Skills
On-Site, Webcast & Classroom

F & I Product & Services
The Best RV Brands Available.
Automated Service Capabilities

Dealership Insurance
Unparalleled RV Expertise
Country Wide Dealer Base
Complete Dealer Protection

e ———
DIVERSIFIED 800.332.4264

INSURANCE MANAGEMENT

S ' ' “Let Our Experience Make
sales@rvhestquote.com : A Difference For You.”



PORTFOLIO R EINSURANTCE

My Customer
My Portfolic

(13 W
As an RV store owner, I take care of ~ *
my customers. My Portfolio reinsurance
company takes care of me.

Portfolio has been the most valuable addition to
my RV business,and a proven source of personal
wealth for me.With Portfolio, | own 100% of
the affiliated reinsurance company, so all the
underwriting profits and investment income are
mine to keep.

Portfolio provides great F&l products, administers
the claims, and manages the other aspects of the
program with full transparency.The stores make
a good profit on F&l sales, our customers are
happy, and | build wealth faster.

It's simply the best F&l program out there.

It’s Your Portfolio™

PortfolioReinsurance.com/rv-dealers

@ 2018 Portfolio Holding, Inc. All rights reserved.
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Dealership Training Is the Solution for
Today's Impatient Customers

Meeting consumers' expectations gets harder with every
technological advance. Ongoing employee training is
essential to ensure your dealership can wow both new
and longtime customers.

10

How to Earn RV Technician Certification

Start preparing for certification today, before the spring
selling season gets started.

11

There's a Special Organization Just for
Certified Dealership Employees

The Society of Certified RV Professionals honors both
newly certified employees and those who maintain
certification over the years, and it encourages dealers to
do the same. The Society also facilitates professional
development and training.

14

10 Steps to the Sale

The more customers a salesperson can get through each
of these 10 steps, the more units he'll sell, says this
sales expert.

17

Serving Up a Special
Here's an example of how to use service discounts and
menus to bring customers into your dealership.

19

Certifiably Professional

See who earned certification — or recertification — during
the past quarter from the Mike Molino RV Learning
Center and the RVDA-RVIA RV Service Technician
Certification program.

20

21 Dan Kussow: To Lead Them, You Must Be
Able to Do What They Do
Parts and service director Dan Kussow of Van Boxtel RV
is a certified RV technician and holds all five of the
fixed-ops certifications offered by the RV Learning Center.
ALSO:

12 Maintaining Certification

16 Jessica Wahl Is Executive Director of Outdoor Recreation
Roundtable

21 New RECT Reports from IDS Provide Industry Scorecard

—

January 2019

10

P Service Special ,
I___I - ‘

a—v@uﬁ

|

IN EVERY ISSUE:

25 Mike Molino RV Learning

Center contributors
26 RVDA endorsed products
27 RV industry’s training

calendar

6 Looking ahead
7 Chairman’s report

8 Officers, directors, and
delegates

9 QuickTakes
27 Advertisers index

JANUARY 2019 5§



a
<
L
==
<
9
2
.
o
o
-l

Industry Needs to Stay
Vigilant to Protect Choices for

Consumers in the F&I Office
By Pbhil Ingrassia, CAE, president

Deolers scored a big
victory when Congress

rescinded the Consumer
Financial Protection
Bureau'’s (CFPB) flawed
vehicle lending guidance
last year.

Despite Congress
exempting RV dealers and
most auto dealers from the
CFPB's jurisdiction under
the Dodd-Frank Act, the
CFPB had issued
“guidance” that threatened
to take away a consumer’s
ability to receive discounted vehicle loans.
RVDA, NADA, RVIA, and other industry
allies supported legislation that finally
removed the CFPB’s “guidance” on the
vehicle financing industry.

A new Congress means that the House
Financial Services Committee may consider
legislation that could limit consumer choice
as well as undo some of the changes at
the CFPB made by former Acting Director
Mick Mulvaney and his successor, Kathleen
Kraninger.

There will be substantial roadblocks to
overcome if any House bills are pursued in
the Senate without strong bipartisan
support; however, that doesn’t mean ill-
conceived legislation won’t advance. In
addition, state lawmakers and state attor-
neys general are expected to be more
active in trying to regulate dealer F&
services - including ancillary or voluntary
protection products.

For years the industry has heard from
certain so-called consumer advocates that
ancillary products are of little value and
that these transactions could be unfair or
deceptive as sold to consumers.

The real story is that voluntary protec-
tion products help more than 50 million

6 RV EXECUTIVE TODAY

U.S. households make sure their payment
obligations are covered and protect their
vehicles - including RVs.

To combat unreasonable regulation
and protect consumer choice, RVDA has
joined the Voluntary Protection Products
Coadlition as a founding member. Other
members include NADA, the American
Financial Services Association, and the
National Independent Auto Dealers
Association.

The group s telling regulators and
lawmakers that consumers need the ability
to make informed choices to protect their
assets and their credit.

Whether it's a loan payment, or the
costs to repair their RV or its components,
voluntary protection products sold in the
F&I office provide buyers with peace of
mind.

These, and other regulatory issues that
impact F&l, are like to surface in 2019 and
RVDA will be working hard to protect its
members’ interests and consumer choice.

Thanks for your support! =
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A New Year Begins with Opportunities

and Challenges

By Mike Regan, RVDA Chairman

¢

s we head into 2019, many of us are busy getting our

dealerships and people ready for what should be
another solid year. The new year is a great time to reflect
on last year and plan for a successful 2019.

The new year is a great time to examine your asset
accounts. Run some reports and verify all the assets are
current. Look at accounts receivable, warranty receivables,
open repair orders - are these accounts current? Are your
inventory levels in line with your goals for 20197

After a decade of steady increases, projections show
that RV shipments may decline this year but remain at a
historically high level of 440,000 to 460,000 units.

On one hand, the employment outlook remains strong,
which is so important to our industry. On the other hand,
there are some challenges that are out of our control.
Stock market volatility, interest rate hikes, and the sheer
length of the current economic growth cycle provide some
reasons for caution.

Of course, each of our markets is different, and it's up
to us as dealers to make our own luck. We need to do
everything we can to make sure our people are trained
and ready to go, as well as keep a close eye on inventory
and expenses.

One of the opportunities we can take advantage of in
2019 is RVIA's new RVX: The RV Experience, which promises
to be a trade show like we've never seen before.

N
L
>
X
=
>
=
w
=
m
v
o
-
-

The March 12-14 event will provide a unique platform to
see new and current products presented in a way that fits
how our customers are using them - for outdoor adventure
experiences, family travel, tailgating, and more. A new
toolkit being developed for RVX should help us find and
communicate with new prospects in our market throughout
the year.

As part of the event, “The Reveal” will “Kick Off
Camping Season,” and Go RVing will be promoting this
message directly to consumers throughout the spring. The
2019 Go RVing dealer program, in addition to leads, will
have some promotional materials tied to the “Kick Off to
Camping Season” theme.

Along with vendor exhibits at RVX, the Mike Molino RV
Learning Center is working with RVIA to provide educa-
tional programs to help dealers prosper in 2019. RVDA will
also host a dealer lounge on the show floor with informa-
tion on member benefits, Go RVing, and RV Learning
Center programs.

So, along with the challenges that we'll face this year,
there are many opportunities to get better at what we do -
like RVX and education programs available through the RV
Learning Center.

| hope you have a great 2019 - and | look forward to
working for you and the

industry in the coming year. = Z Z 7;‘9% P

Take Advantage of Your RVDA Websites

The RVDA, Mike Molino RV Learning Center and convention websites are the dealer-
ship employee’s complete online resources. These innovative, interactive websites
provide easy access to the critical resources that assist dealers and their
employees in running the dealership effectively. Download fact sheets
on dealership best practices or the latest retail statistics, search training
opportunities, and purchase CD-ROMs, publications, videos, or
webcasts. RVDA member dealerships and any of their employees can
have 24/7 access to most of RVDA's dealer specific information. Make
www.rvlearningcenter.com, www.rvda.org and www.rvda.org/convention

your first source for all dealership information.

CORRECTION

On page 28 of the December issue of RV Executive Today, former
RVDA chairman Brian Wilkins was misidentified in photo captions as
2019 chairman Mike Regan. We apologize for the error.

£/RVDEALERS 2 —=

= | CONVENTION/EXPO

SIS SUMOGLS MLARI  Woe  DUMES  Dmmer Al

i Smrethe Dates:
' 2019 RV Dealers
Convention/Expo!

Thank You To Our
2018 Partners

COHYRNTIOH
CERTIFICATIONS |1 BV DEALERS
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RVDA BOARDS

Chairman

Mike Regan

Crestview RV Center

Buda, TX

(512) 282-3516
Mike_regan@crestviewrv.com

1st Vice Chairman

Ron Shepherd

Camperland of Oklahoma, LLC
Tulsa, OK

(918) 836-6606

ron_shepherd@camperlandok.com

2nd Vice Chairman
Chris Andro

Hemlock Hill RV Sales Inc.
Southington, CT

(860) 621-8983
chrisa@hhrvct.com

Treasurer

Mike Pearo

Hilltop Trailer Sales Inc.
Fridley, MN

(763) 571-9103
mike@hilltopcamper.com

Secretary

Sherry Shields

Pan Pacific RV Centers Inc.
French Camp, CA

(209) 234-2000
sherry@pprv.com

Past Chairman

Tim Wegge

Burlington RV Superstore
Sturtevant, WI

(262) 321-2500
twegge@burlingtonrv.com

Director

Nathan Hart

Walnut Ridge Family RV Sales
New Castle, IN

(765) 533-2288
nhart@walnutridgerv.com

Director

Ryan Horsey

Parkview RV Center
Smyma, DE

(302) 653-6619
rdhorsey@parkviewrv.com
Director

Scott Silva

Cold Springs RV Corporation
Weare, NH

(603) 529-2222
scott@coldspringsrv.com

RV Learning Center
Chairman

Jeff Pastore

Hartville RV Center Inc.
Hartville, OH

(330) 877-3500
jeff@hartvillerv.com

RVAC Chairman

Jeff Hirsch

Campers Inn RV
Jacksonville, FL

(904) 783-0313
jhirsch@campersinn.com

RVRA Chairman

Scott Krenek

Krenek RV Center

Coloma, MI

(269) 468-7900
Scott_krenek@krenekrv.com

DELEGATES
Alabama

Rod Wagner

Madison RV Supercenter
Madison, AL

(256) 837-3881
rod@madisonrv.com

Arizona

Devin Murphy

Freedom RV Inc.

Tucson, AZ

(520) 750-1100
dmurphy@freedomrvaz.com

Arkansas

Michael Moix

Moix RV Supercenter
Conway, AR

(501) 327-2255
michael@moixrv.com
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California

Troy Padgett

Al Valley RV Center
Acton, CA

(661) 269-4800
troy@allvalleyrvcenter.com

California

Joey Shields

Pan Pacific RV Centers Inc.
French Camp, CA

(209) 234-2000
joey@pprv.com

Colorado

Tim Biles

Pikes Peak Traveland
Colorado Springs, CO
(719) 596-2716
tim@pikespeakrv.com

Connecticut

Frank Roberts

Long View RV Superstores
Windsor Locks, CT

(860) 623-3326
frank@longviewrv.com

Delaware

Ryan Horsey

Parkview RV Center
Smyrna, DE

(302) 653-6619
rdhorsey@parkviewrv.com

Florida

Tom Wegge

Palm RV

Fort Myers, FL
(239) 437-4402
tom@palmrv.com

Georgia

Doc Allen

C.S.R.A. Camperland Inc.
Martinez, GA

(706) 863-6294
docallen@csracamperland.com

Idaho

Tro% Jenkins

Bish's RV Super Center
Twin Falls, ID

(208) 529-4386
tjenkins@bishs.com

Illinois

Richard Flowers

Larry's Trailer Sales Inc.
Zeigler, IL

(618) 596-6414
richard@larrystrailersales.com

Indiana

Nathan Hart

Walnut Ridge Family RV Sales
New Castle, IN

(765) 533-2288
nhart@walnutridgerv.com

lowa

Adam Ruppel
Good Life RV
Webster City, IA
(515) 462-9800
adam@glrv.com

Kansas

Bill Hawley

Hawley Brothers, Inc.
Dodge City, KS
(620) 225-5452
wildbill@pld.com

Kentucky
NeVelle Skaggs
Skaggs RV Country
Elizabethtown, KY
(270) 765-7245
nrskaggs@aol.com

Louisiana

Brian Bent

Bent's RV RendezVous
Metairie, LA

(504) 738-2368
brian@bentsrv.com

Maine

Linda Mailhot

Seacoast RV

Saco, ME

(207) 282-3511
seacoastrv@seacoastrv.com

Maryland

Greg Merkel

Leo’s Vacation Center Inc.
Gambrills, MD

(410) 987-4793
greg@leosrv.com

Michigan

Ryan Krenek

Krenek RV Center
Coloma, Ml

(269) 468-7900
Ryank@krenekrv.com

Minnesota

Brad Bacon

PleasureLand RV Center Inc.
St. Cloud, MN

(320) 251-7588
b.bacon@pleasurelandrv.com

Mississippi

Chris Brown

Aberdeen RV Center Inc.
Aberdeen, MS

(662) 369-8745
chris@aberdeenrv.com

Missouri

Ted Evans

Mid America RV Inc.
Carthage, MO

(417) 358-4640
tevans@midamericarv.com

Montana

Russell Pierce

Pierce RV Supercenter
Billings, MT

(406) 655-8000
russellpierce@pierce.biz

Nebraska

Tony Staab

Rich & Sons Camper Sales
Grand Island, NE

(308) 384-2040
tony.staab@richsonsrv.com

Nevada

Darcy Walker-Fitch
Johnnie Walker RVs
Las Vegas, NV
(702) 458-2092
dfitch@jwrvlv.com

New Hampshire

Scott Silva

Cold Springs RV Corporation
Weare, NH

(603) 529-2222
scott@coldspringsrv.com

New Jersey

Brad Scott

Scott Motor Coach Sales Inc.
Lakewood, NJ

(732) 370-1022
bscott@scottmotorcoach.com

New Mexico

Bob Scholl

Rocky Mountain RV World
Albuguerque, NM

(505) 292-7800
bob@rmrv.com

New York

James Colton

Colton RV

N Tonawanda, NY
(716) 694-0188
jcolton@coltonrv.com

North Carolina

Steve Plemmons

Bill Plemmons RV World
Rural Hall, NC

(336) 377-2213
steve@billplemmonsrv.com

North Dakota

Rod Klinner

Capital R.V. Center Inc.
Bismarck, ND

(701) 255-7878
sales@capitalrv.com

Ohio

Dean Tennison
Specialty RV Sales
Canal Winchester, OH
(740) 652-1918
dean@specialtyas.com

Oklahoma

Lane Bell

Bell Camper Sales
Bartlesville, OK

(918) 333-5333
lane@bellcampersales.com

Oregon

Lisa Larkin

Gib's RV Superstore
Coos Bay, OR

(541) 888-3424
lisa@gibsrv.com

Pennsylvania

Greg Starr

Starr's Trailer Sales
Brockway, PA

(814) 265-0632
greg@starrstrailersales.com

Rhode Island

Linda Tarro

Arlington RV Supercenter Inc.
East Greenwich, RI

(401) 884-7550
linda@arlingtonrv.com

South Carolina
Gloria Morgan

The Trail Center

North Charleston, SC
(843) 552-4700
gmorgan497@aol.com

South Dakota
Lyle Schaap

Schaap’s RV Traveland
Sioux Falls, SD

(605) 332-6241
lyle@rvtraveland.com

Tennessee

Jason Rees
Lazydays

Knoxville, TN

(865) 933-7213
jrees@lazydays.com

Texas

Larry Troutt, Il

Topper's Camping Center
Waller, TX

(936) 372-1119
latroutt3@outlook.com

Utah

Jared Jensen

Sierra RV Corp
Marriott-Slaterville, UT
(801) 728-9988
jared@sierrarvsales.com

Vermont
Logan Gregoire

Vermont Country Camper Sales Inc.

East Montpelier, VT
(802) 223-6417

logan@vermontcountrycampers.com

Virginia

Jamie Dodd

Dodd RV of the Peninsula Inc.
Yorktown, VA

(757) 833-3633
jdodd@doddrv.com

Washington

LaDonna Meadows
Tacoma RV Center
Tacoma, WA

(253) 896-4401
ladonna@tacomarv.com

West Virginia
Lynn Butler

Setzer's World of Camping Inc.

Huntington, WV
(304) 736-5287
setzersrv@aol.com

Wisconsin

Mick Ferkey

Greeneway Inc.

Wisconsin Rapids, WI

(715) 325-5170
mickferkey@greenewayrv.com

Wyoming

Mike Rone

Sonny's RV Sales Inc.
Evansville, WY

(307) 237-5000
mrone@sonnysrvs.com

Vacant
Alaska

Hawaii
Massachusetts

At-Large
Mike Bagcock

Link RV Center
Minong, WI

(715) 205-0250
mikeb@linkmotors.com

Chase Baerlin

Bankston Motor Homes Inc.
Huntsville, AL

(256) 533-3100

chase@bankstonmotorhomes.com

Bob Been

Affinity RV Service Sales & Rentals

Prescott, AZ
(928) 445-7910
bobbeen@affinityrv.com

Larry Besse

Primeaux RV
Carencro, LA

(337) 886-3330
larry@primeauxrv.com

Randy Bowling

Bowling Motors & RV Sales
Ottumwa, 1A

(641) 682-5497
rbowling@bowlingrvs.com

Dave Chavers
Bama RV

Dothan, AL

(334) 678-9510
dave@bamarv.com

Bob Cox

Stoltzfus RV's & Marine
West Chester, PA

(610) 399-0628
bcox@stoltzfus-rec.com

Dennis Dalheim

Camping World of Hampton Roads

Newport News, VA
(877?81 5-9589

dennis.dalheim@campingworld.com

Robert Floyd

Floyds Recreational Vehicles
Norman, OK

(405) 288-2355
robert@floydsrvs.com

Ben Hirsch

Campers Inn RV
Jacksonville, FL

(904) 783-0313
bhirsch@campersinn.com

Scott Lougheed
Crestview RV Center
Buda, TX

(512) 282-3516
scott@crestviewrv.com

Jeff Myers

Myers RV Center Inc.
Albuquerque, NM
(505) 298-7691
jeff.myers@myersrv.com

Mike Noble

Noble RV Inc.
Owatonna, MN

(507) 444-0004
mnoble@noblerv.com

Sterling Plemmons

Bill Plemmons RV World
Rural Hall, NC

(336) 377-2213
sterling@billplemmonsrv.com

Chris Reeder

Lerch RV

Milroy, PA

(717) 667-1400
chrisr@lerchrv.com
Earl Stoltzfus

Stoltzfus RV's & Marine
West Chester, PA

(610) 399-0628
estoltzfus@msn.com

Dave Tenney
Manteca Trailer and Motorhome
LLC

Manteca, CA
(209) 239-1267
dt@mantecatrailer.com

Bill White

United RV Center
Fort Worth, TX
(817) 834-7141
bill@unitedrv.com

Participating Past
Chairmen

Randy Biles

Pikes Peak Traveland Inc.
Colorado Springs, CO
(719) 596-2716
rwhiles@pikespeakrv.com

Debbie Brunoforte

Little Dealer, Little Prices
Mesa, AZ

(480) 834-9581
dbrunoforte@littledealer.com

Darrel Friesen

All Seasons RV Center

Yuba City, CA

(530) 671-9070
darrel@allseasonsrvcenter.com

Andy Heck

Alpin Haus
Amsterdam, NY

(518) 842-5900
aheck@alpinhaus.com

Rick Horsey

Parkview RV Center
Smyrna, DE

(302) 653-6619
rhorsey@parkviewrv.com

John McCluskey

Florida Outdoors RV Center
Stuart, FL

(772) 288-2221
john@floridaoutdoorsrv.com

Tim O'Brien

Circle KRV's Inc.
Lapeer, Ml

(810) 664-1942
t.obrien@circlekrvs.com

Dan Pearson

PleasureLand RV Center Inc.
St. Cloud, MN

(320) 251-7588
D.Pearson@pleasurelandrv.com

Joe Range

Range RV Inc.
Hesperia, CA

(760) 949-4090
range1937@msn.com

Dell Sanders

J. D. Sanders, Inc.
Alachua, FL
(386) 462-3039
jdsrv@att.net

Marty Shea

Madison RV Supercenter
Madison, AL

(256) 837-3881
mjshea@madisonrv.com

Tom Stinnett

Campers Inn RV of Louisville
Clarksville, IN

(812) 282-7718
tstinnett@stinnettrv.com

Bill Thomas

Bill Thomas Camper Sales Inc.
Wentzville, MO

(636) 327-5900
btcs1940@shcglobal.net

Larry Troutt

Topper's Camping Center
Waller, TX

(936) 372-1119
larrytroutt@toppersrvs.com

Brian Wilkins

Wilkins RV

Bath, NY

(607) 776-3103
bwilkins@wilkinsrv.com
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We'll BeiOn the Move in 2019

& p e another good year for

travel y shows that 96 percent of
- Americans intefld'to travel for vacation. There will also
» be an increase of individuals taking vacation trips on
their own, and the travel industry is starting to cater to
that demographic with trips for the solo traveler.

“Several of the states in this year’s top 10 destinations
are best known for outdoor recreational activities,
national parks, and adventure travel, all of which are
becoming increasingly popular as vacation tentpoles,”
says Ninan Chako, CEO of Travel Leaders Group, which
conducted the survey.

96"

Intend to travel
for vacation in 2019

76"

Plan two or more
leisure trips

i

e
_
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Top 5 U.S. Top 10 U.S. Reasons for
destinations destinations not traveling
for solo in 2019 more
travelers

N

* Hawaii * Money
® Florida * Alaska ® Work obligations
e California e California * Not enough time off
* Hawaii ¢ Florida
* New York ® Louisiana
® Alaska * Colorado
* New York
* Arizona
® Montana
* Washington, D.C.

* Al data from Travel}g&*roup.




Dealership Training Is the SOLUTION
for Today's Impatient Customers

By RVDA Staff

"A DEALER
SURVEY
SHOWED THAT
80 PERCENT
BELIEVE
CERTIFIED
TECHNICIANS
BRING IN MORE
REVENUE FOR
THE DEALERSHIP
THAN DO NON-
CERTIFIED
TECHS.”

eeting your customers’
expectations gets harder

with every business cycle.

Mobile technology now allows
consumers to get what they want
anytime and anywhere, with the
result that they could well be the
most impatient generation ever. If
their experience with your dealer-
ship isn't up to their standards - for
instance, an RV repair that takes
months - they'll spread the word on
social media and take their
business elsewhere.

That's why it's so important that
every employee at the dealership
has up-to-date skills. From the

receptionist to the parts counter
person to the technicians, every
individual who has contact with the
customer must keep pace with the
demand for speed and excellence.
When there are plenty of retailers
and good products for consumers
to choose from, their buying deci-
sions could hinge on the profession-
alism of the dealership staffers they
encounter.

The not-for-profit Mike Molino
RV Learning Center offers training
resources for almost every depart-
ment and position in the RV dealer-
ship, even the greeter/receptionist.
Materials include everything from

¢ Tech training and

P certification

' Guide

% e« Parts manager and
] s,peciali{_st ceﬂ_i@cations

The Mike Molino

] |
CRYzne »

Developing Top Performers

study guides and videos to conven-
tion workshops and distance
learning.

The center also sponsors free
webinars throughout the year that
help keep dealers current on regu-
latory and legislative issues. Other
materials are available in print, CD,
and digital formats. Always, the
goal is to help dealers operate
more efficient, profitable businesses
through increased knowledge and
professionalism, using the most
convenient and cost-effective tools
possible.

Learning Center chairman Jeff
Pastore once needed convincing

* Free HR and regulatory
webinars

* Management workshops
* Promotional posters and




about the benefits of training. Now
he's a believer. “I've heard all the
excuses - 'We don’t have the time,
or ‘We don't have the money,” or
‘Certified employees will look for
jobs at the competition,” he says.

But in his experience, training and
certification make for happier

employees who are more likely to
stay. “They’re more productive, and
you'll see an increase in customer
satisfaction. And with training, the
dealership just makes more
money.”

In fact, a dealer survey showed
that 80 percent believe certified
technicians bring in more revenue
for the dealership than do non-certi-
fied techs. And 75 percent believe
certified techs perform better-quality
work and create more satisfied
customers than do non-certified
peers.

The Learning Center’s goal is to

increase the level of professionalism
throughout the RV dealership, so in

Ve
program
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addition to technician certification, it
offers certification in five other
professions: parts manager, parts
specialist, service manager, service

writer/advisor, and warranty admin-

istrator.

To help individuals prepare for
the certification tests, the center
consulted with industry experts and
individuals who actually perform
these jobs, then developed learning
guides that explain the information
and skills needed for each position.
The guides can be used by mentors
working with new or existing
employees, or they can be used by
employees who already have some

pinpoint any knowledge gaps.
These tests take only 10 to 20
minutes to complete and provide
instant feedback. Since each
question relates to a job's specific
skills, the tests help pinpoint areas
where an employee’s knowledge is
weak. Prep test results are good
predictors of whether an individual
will pass the certification exam.
Information about the tests,
certification requirements, and
applications is available on the
center’s website (www.rvlearning-
center.com), where dealers can also
find out more about all of the
center’s resources and programs. m

experience.

The Learning
Center also offers
online readiness
tests so individuals
can gauge if they're
adequately
prepared and

90"

If you receive this score on the test
and have 5 years of RV service
experience, you will become a
Master Certified
Technician.

How to Earn RV Technician Certification

f you've never been certified before by RVIA-RVDA, start
by taking the Registered Technician test, which determines
if you have basic knowledge in areas such as propane,
electricity, and other RV related subjects. This is a timed,
online test consisting of multiple-choice questions. More
than 80 percent of techs who take this exam pass it.
Technicians employed at RV dealerships can
train by enrolling in the Florida RV Trade
Association Distance Learning Network’s online
prep course. It offers foundation level (ie, regis-
tered) and professional level (ie, certified) training
through dealership-based study. To find out more,
visit www.rvtechnician.com.

Once you've become a registered technician,

you can progress to the next level - Certified
Technician. You'll take another timed, online test, plus
complete a series of specific tasks (such as performing elec-
trical system tests and installing air conditioners, generators,
and refrigerators). More than 75 percent of technicians who
take this test pass it.

If you achieve a score of 76.5 percent, you will earn
Certified Technician status. If you score 90 percent and have
five years of RV service experience, you will become a Master
Certified Technician, the highest certification level available.

A preliminary score will appear on your computer screen
after you complete the test, and you'll receive an official score
report from the technician certification registrar via mail within
14 days. Techs who pass either test will receive a plaque,
personalized certificate, three uniform patches, and a wallet
ID card.

You can find information about the tests, certification
requirements, resources, and fees - and sign up to start the
process - at www.rvtechnician.com. =
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Maintaining Certification

By RVDA Staff

o remain certified as a
technician, service
manager, service

writer/adviser, parts manager,
parts specialist, or warranty
administrator, you must recer-
tify every five years. That
process requires accumulating
continuing education units
(CEUs) and submitting proof
of continuous employment
since your last certification.
The number of CEUs
required and the time frame
for accumulating them varies
between the certifications. In
general, though, technicians
must have at least 20 hours of
industry-sponsored training
over five years, and the other
fixed-operations positions
must have at least 40 hours.

Sources for CEUs include:
e RVDA’s annual convention
e RVIA’s RVX event

e The Mike Molino RV Learning
Center

e Supplier/distributor schools and
correspondence courses

e Community colleges (approved
courses only)

e Manufacturer training

e State association training
sessions

e Distance Learning Training
(through FRVTA)

e Technicians in Training (TNT)
program

e RV Technician Institute (opening
in Spring/Summer 2019)

The Mike Molino

(R znne)

Developing Top Performers

You've worked hard to earn certification - don't let it expire.
There are multiple sources for finding the continuing education
units you need to recertify.

You can find information on specific courses on
the Mike Molino RV Learning Center’s website
(www.rvlearningcenter.com) under the Education
menu and also on www.rvtrainingcalendar.com. If
you can’t meet the employment and/or CEU require-
ments, you can recertify by taking the certification test
again. =

Now—Get on the Move with Your

NEW Techmc'an Productlwty Program!

2250000
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“Our training dramatically
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There’s a Special Organization Just
for Certified Dealership Employees

By RVDA Staff

arning certification comes with an important side
E benefit - automatic membership in the Society of
Certified RV Professionals. If you're already a certi-
fied technician, warranty administrator, parts or service
manager, service writer/advisor, or parts specialist, you're
a member.

The society was created with two goals: to honor
newly certified employees and those who have made the
commitment to professionalism by maintaining their certi-
fication over the years, and to facilitate professional devel-
opment and training. The society is open not just to
credentialed RV professionals, but also to those who
support them, including dealers and young RV executives.

The society encourages dealers to recognize their
employees’ achievements by participating in its recogni-
tion program. It publishes an update of individuals who
earned certification or recertification during the previous
quarter from either the Mike Molino RV Learning Center
or the RVDA-RVIA RV Service Technician Certification program.
The list appears in RV Executive Today magazine and on the
center’s website. The society also provides templates for news
releases that dealers can use to alert local media.

.r_______ J|| \
= | ih
1l

ixéd-ops employee:

of'a speéid‘_wmittedwo
continting profes"sio’hg! [ opment.

Certifie

The highlight of the year is the society’s recognition recep-
tion, held during RVDA's annual convention. Previous honorees
say the award and attention have meant a lot to them, since it's
the first time that a spotlight has been shown on fixed-operations
employees.

POWERSPORTS LISTINGS

@_MERGERS & ACQUISITIONS
U T — L
Flexible terms | Full service
Always confidential
for BUYING or SELLING
your RY dealership.

powersportslistings.com
800-399-4654

interest@powersportslistings.com

A market leader in vehicle

dealership sales since 2001

-free RV dealership value market analysis-
B NS e v\ ]
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ATTENTION,
Suppliers and
Manufacturers:

Your Training May Qualify for CEU Credits

he Mike Molino RV Learning Center and RVIA

are constantly searching for sources of high-
quality training that can help technicians and
fixed-operations employees maintain their certifica-
tions. Your company’s training courses may qualify
for continuing education units (CEUs).

To find out, submit your materials to either the
RV Learning Center or RVIA, and reviewers will
determine if they’re a match with the skills and
learning objectives of various dealership positions.
If approved, your course will be assigned CEUs.
Email info@rvda.org for assistance.

Training providers must provide a certificate of
completion or other record showing the number of
CEUs that were earned by participants. =




RVDA Service Consultant Tony Yerman, a certified master
technician and previous honoree, says “it was nice to get
some recognition” in an industry that tends to pay more
attention to the sales department. Technicians, even certified
ones, don't usually get much praise at the dealership. “There
are lots of awards for top salesperson. They're always getting
some sort of praise, and the service department employees
don't”

Dealerships need to showcase their fixed-ops employees
to customers during the delivery process, says A World of
Training Vice President David Foco, who spoke at the 2018
reception. Fixed-ops staffs work hard to train and certify in
their fields, and they deserve to be recognized. Foco shared
techniques for promoting the dealership’s service, parts, and
warranty talent during his presentation.

In addition to plaques, this year’s four honorees received
leather jackets from Prime Time Manufacturing, products from
Northern Wholesale Supply Inc., and baseball caps and polo
shirts from society chairman Mike Ferkey of Greeneway RV
Sales and Service, Wisconsin Rapids, WI. Read more about
honoree Dan Kussow, parts and service director of Green
Bay-based Van Boxtel RV, on page 21.

The society encourages employees to maintain their certi-
fication and provides resources for finding educational oppor-
tunities and CEU-eligible training. Find more information
about the certification process, the RV industry training
calendar, CEUs, and more on its webpage under the Technicians and other fixed-ops employees say it's nice
Certification menu at www.rvlearningcenter.com. m to get recognition for the work they do.

#1 RV SPECIFIC -
SALES & MANAGEMENT TRAINING STARTS AS LOW AS

$250/MONTH
NOW ENROLLING FOR 2019

FOR YOUR ENTIRE
DEALERSHIP

300+ ONLINE SALES & MANAGEMENT TRAINING COURSES

CERTIFICATION PROGRAMS

MONTHLY TRAINING WEBINARS

QUARTERLY MASTER SESSIONS

LIVE COMPREHENSIVE SALES COURSES

NEW HIRE TRAINING PROGRAMS

\ 253-565-2577
« SOBELUNIVERSITY.COM
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Certifications/Recertifications Earned in 2018

Master Certified Technician

Master Certified Technician

16

Certifications Total 993

[ 163
io

Certified Technician

Registered Technician
Service Manager 16
Service Writer/Advisor [l 39
Warranty Administrator ll 10
Parts Manager 17
Parts Specialist 16

Recertifications Total 178

I 79
I 96
0

Certified Technician

Service Manager
Service Writer/Advisor |1
Warranty Administrator O
Parts Manager O

Parts Specialist |2

e Mike Molino
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Developing Top Performers

743

RV Certification Week
Is March 18-22

Recognize your certified employees and
encourage others to begin the certification
process during RV Professional Certification
Week. The RVDA-RVIA Tech Certification
Program and the Mike Molino RV Learning
Center have programs for technicians,
service and parts managers, service
writers/advisors, parts specialists, and
warranty administrators.

Jessica Wahl Is New Executive Director

of Outdoor Recreation Roundtable

of the Outdoor Recreation Roundtable (ORR), the

coalition of outdoor recreation trade associations that
promotes policy reforms to strengthen the outdoor recre-
ation economy. RVDA is a member of ORR.

Wahl previously directed the Outdoor Industry
Association’s outdoor recreation portfolio in Washington,
D.C., where she helped gain government recognition of
outdoor recreation’s contribution to the national gross
domestic product. In 2018, the Bureau of Economic Analysis
reported that outdoor recreation makes up 2.2 percent of
the GDP and is one of America’s leading industry sectors.

Before OIA, Wahl worked in the Office of the Interior
Secretary, where she managed former First Lady Michelle
Obama’s Let’s Move! Outside and Let’s Move! in Indian
Country initiatives.

Wahl is “the ideal person to take on the new role of
executive director at ORR,” says Thom Dammrich, president
of the National Marine Manufacturers Association and ORR
chairman of the board. “Her demonstrated leadership in
raising the profile of the outdoor recreation economy -
combined with her proven skills in championing meaningful

J essica Wahl will become executive director this month

RV EXECUTIVE TODAY

policy changes that positively affect
the entire outdoor recreation commu-
nity - make her the perfect choice.
She is a passionate advocate for
outdoor recreation, a tireless convener
and results-oriented change agent.”

“She understands the importance
of bringing all facets of outdoor recre-
ation together to advance ORR's
goals,” says RV Dealers Association
President Phil Ingrassia. “Her skillset
and experience will help the organiza-
tion expand its work to promote and
protect the business of outdoor recreation in the United
States.”

Wahl succeeds Derrick Crandall, the longtime president
of the American Recreation Coalition and current ORR pres-
ident. Crandall led the successful integration of the two
organizations and will continue to consult on ORR'’s Partners
Outdoors and Great Outdoors Month programs and to
represent the ORR board for the National Park Hospitality
Association. =

Jessica Wahl



10 Steps to the Sale

The more customers you can get through each of these steps,
the more units you'll sell.

By Mark Sheffield

The key to closing more deals and holding
additional margin is to follow a regimented
sales process. If you don’t start by building a
relationship with customers, you will always
remain behind the curve. People like to work
with people they know and trust, and it takes a
little time to get to that point. Here’s the process.

Step 1 -
The Greeting

No one opening line works
for every customer, but here’s
the one question you should
never ask: “Can | help you?”
Customers have spent a
lifetime practicing the
response “Nope, I'm just
looking.” Instead, rely on situ-
ational awareness to start the
conversation. Ideas include:

e |f the customer pulls up in

a lifted truck, ask about the
modifications.

e |f the email states the
customer is from a local
city, mention someone you
know who lives there.

e |f the customer has a cool
Rolex watch, ask about it
(almost every Rolex comes
with a story).

e Pay attention to clothing,
especially T-shirts, as they
can provide information
about a customer’s travels
and interests.

A few additional points

about every greeting:

e Always stand up — never
make an introduction from
a sitting position.

e If a couple comes in,
acknowledge the woman
first.

e Ask open-ended questions
that can’t be answered
with a yes or no.

e Reach out with a firm
handshake.

e ntroduce yourself.

e Ask for customers' names
and use them back to the
customer, as in, “John and
Rebecca, I'm glad you
decided to check out our
selection here at Quantum
RV.” If you don't know the
customer’s name, you're
not ready to move to the
next step.

e Spend a few minutes
talking about anything but
your products to get to
know people.

Step 2 -

Exploration
Once you've made a new
friend, identify what brought
him or her to the dealership.
Some will have a unit in
mind, while others require
you to work harder to identify

A Luxuryg L

Customers may know what they want but not necessarily what they
need. It's your job to make sure they buy the right unit.

their wants and needs.
Instead of asking what the
customer is looking for, ask
questions that yield the info
you need:

e Do you own a motorcycle?

e Where do you like to go
camping?

e Do you live on the lake?

Then ask about
when/where/how/why the
unit will be used. Many
customers know what they
want, but not all know what
they need. It's your job to
make sure customers buy the
right unit. Otherwise, you
limit your chances of repeat
and referral business and set
up the service department for
a potential nightmare
scenario of working with a
customer who's unhappy with
his/her purchase.

Next, provide options. If you
discover that one unit is
outside the customer’s
budget, you'll be able to

suggest a different, more
affordable unit instead of
discounting the single unit
you've spent considerable
time promoting.

Step 3 -
Selection

After identifying the right
unit, establish “mental
ownership.” When a
customer sits on the seats
and visualizes what owner-
ship looks like, he or she
crosses the line from being a
shopper to becoming an
owner.

Step 4 -

Presentation
This is when to discuss
features, advantages, and
benefits. Walk around the
unit, pointing out what
makes it special, what sepa-
rates it from the competition,

Continued on page 18
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Continued from page 17

and why it's the best choice
for the customer. Answer
questions and confirm that
they have selected the right
unit for the intended use.

Step 5 -
Sit Down

Your goal is to avoid

discussing price on the floor.

Move the customer from the

unit to your desk and ask

these key questions:

e How will the customer pay
(cash, check, credit card,
financing)?

e Will anyone else be
involved in the purchase
(co-signer, spouse)?

e Does the customer have a
trade-in?

If the customer has a trade:

e What condition is it in?

e |s it paid off?

e \When can the customer

bring it in for a full
appraisal?

Step 6 -
Commitment

This is when you find out if
the customer is willing to
transition from a looker to an
owner. It's often the toughest
step, but if you've worked
through the first five steps,
it's a lot easier to ask the
question. Here's an example:
e “John, based on everything
you told me you were
looking for in an RV, I think
this model will be perfect
for the vacation you and
your family are planning.
We've talked through all

18 RV EXECUTIVE TODAY

your requirements, and this
model meets them. When
you were sitting in the
driver's seat and adjusting
the rear-view mirror, it
looked like you were
already heading out with
your family. Are you ready
to complete some paper-
work so you can take it
home today?”
If a customer isn't ready to
commit, find the objection
and spend more time
working on it.

Step 7 -

Closing
Make sure the customer is
seated and comfortable
before presenting a writeup.
Confirm that you have his or
her correct personal informa-
tion and then present:
® Price
e Trade value
e Down payment

e Monthly payments

The customer either agrees or
presents an objection.
Negotiate until the deal
works for both parties.

Step 8 -
Business Office

Now turn the customer over
to the business office, where
a finance specialist will
present their options and
finalize the required paper-
work. This person makes sure
every “t" is crossed, every “i"
is dotted, and that the
customer has been presented
with all the options to protect
the purchase (warranty, main-
tenance plan, roadside assis-
tance, etc.).

If a customer isn’t ready to commit after the exploration, selection, and
presentation, find the objection and spend more time on it.

Step 9 -
Delivery

Ensure the customer knows
how to operate the new unit,
what their responsibilities are
as an owner, and what the
dealership’s responsibilities are
to the customer. Make sure
the customer knows where to
go when he/she returns for
service and maintenance.

1 Step 10 -
Follow Up

This step is paramount. A short
time after delivery, follow up
with customers to answer any
questions or concerns. If every-
thing is good, thank them for
their business and remind
them that you'd love to take
care of their friends and family.
History has shown that the
more customers you can get
to each step, the more units
you'll sell. Every dealership can
calculate its closing ratio (the
number of customers talked
with versus the number of
units delivered). If a sales-
person falls below the average,
a traffic log can help identify
where training is needed. If an
individual consistently has a
higher closing ratio, in most
cases it means not all the
greets are being logged. (In a
few rare cases, | have identi-
fied a true superstar.) The
goal is to improve closing
ratios of each salesperson

and of the dealership.

Most dealerships measure the
effectiveness of the sales
process by whether a
customer buys a unit. But
there are other measure-
ments for identifying a solid
sales process. If a customer
comes in looking for a
specific unit but ultimately
purchases a different model,
you know the salesperson
took time to identify the
consumer’s needs. When a
salesperson consistently
maintains margins higher
than coworkers, that person
is spending enough time on
steps one through three.

Top performing dealerships
have new-unit margins that
are around 3 percent higher
than average dealerships.
With an additional 3 percent
margin on each deal, a
retailer with an average new
unit selling price of $15,000
who sells 1,000 units
annually will have an extra
$450,000 of available
income/gross profit.
Regardless of the cost of
training, that's an incredible
return on your investment.

Mark J. Sheffield is a

20 Group facilitator with
Spader Business
Management. He can be
reached at info@spader.com
or (800) 772-3377. =



SERVING UP A SPECIAL
How to use service discounts and menus to bring customers into your shop

By Tony Yerman

any dealerships offer service

specials, either individually or

as part of a service menu.
These deals are usually routine mainte-
nance items that are discounted to bring
business into the dealership. Frequently,
customers will add other repairs or can be
sold additional accessories and options.

Some service specials involve only
technician time, as in the case of a
propane system test. Other specials may
involve parts or materials, such as roof
maintenance packages. Specials and
packages can be maintenance items or
seasonal items. They can be discounts on
common accessory installation.

Dealer principals, service directors or
service and parts managers may work out
these specials, packages, and menus.
Pricing is determined by discounting labor
rate dollars and retail parts prices. A roof
cleaning, for example, may require one
hour to complete, using a gallon of roof

The article above and the chart are examples of a service
package menu showing labor times and dollar amounts for
the total package, including parts or materials. These are
examples only to help readers understand the concept; every
dealership should determine its own labor rates and discounts.

LABOR HOURS

Roof Clean and Treat
e 2.0 hours

* Entire roof cleaned with RV rubber roof cleaner
e Application of RV rubber roof protectant
e Inspect sealants condition and maintenance needs

Deluxe Gas Generator Service
e 1.4 hours

e Oil change and filter

e Check air filter

e Insect spark plug(s)

e Clean and adjust carburetor

Single Axle Service
* 1.6 hours

* Clean and inspect bearings and brake shoes

* Repack bearings and adjust brakes

CUSTOMER COST:

e Roof Clean and Treat $210.00
¢ Deluxe Gas Generator Service $140.00
* Single Axle Service $154.00

cleaning material. The service department
may discount the labor retail dollar
amount by 10 percent, and the parts
department might discount the materials
at 20 percent, depending on the dealer-
ship’s purchasing practices.

The technician’s flat rate labor time and
labor rate don't change from the regular
time and rate. Most techs don't choose to
make discounts personally. The suggested
flat rate labor times for many of these oper-
ations can be found in the “Service
Management Guide,” available through the
Mike Molino RV Learning Center.

Here's an example: Your labor time to
perform a particular task is one hour, and
the part you're replacing (like a water filter)
retails for $10. Your labor rate might be
$100 per hour. Your total parts and labor
would therefore be $110.00. But you're able
to discount your labor rate by 10 percent,
without causing stress to the service depart-
ment. And because of a special supplier

ce specials mr' r

oo UL ealer

buy, the parts department says it can
discount the part by 20 percent. So you
can now sell the service and part for $98.

By publicizing this value and savings,
customers might be convinced to bring
their vehicles to the dealership. Your
service writers would then have the oppor-
tunity to sell additional repair or mainte-
nance options.

RVDA Service Consultant Tony
Yerman is a Cleveland-based certified
master technician. He can be contacted at
tyerman@rvda.org. =
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= 1= - SOCIETYor
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|
he Society of Certified RV Professionals’ recognition program publishes a quarterly update of individuals who
have earned certification or recertification from either the Mike Molino RV Learning Center or the RVDA-RVIA RV
Service Technician Certification program. The following list includes only individuals whose dealerships have chosen
to participate in the recognition program. If you'd like to join the program, complete and return the form below.
NEWLY CERTIFIED RECERTIFIED TECHNICIANS David Howell .................. Certified
TECHNICIANS Michael Lineberry. .............. Certified Mark Stutzman.................. Certified
Dusty Compton .. ............ Certified Devon Miller .. ................. Certified Richard Starr................... Master
Richard Trostel . . . ... ... ... .. Certified Edward Majors . ................ Certified DustinStacy ................... Master
Douglass McCasland ... ....... Certified JohnJarvis. . oo Certified Seanlakin..................... Master
George Harley . ... ..... ... .. Certified DavidRaff..................... Certified Peter Juenker .................. Master
Mike Molino RV Learning Center Certifications:
NEWLY CERTIFIED Jessica Meyer .......... Service Writer/Advisor | Lora Pflaum ........... Service Manager
Daniel T. Kussow . ... ... Parts Manager Jeff Zambruski ......... Service Writer/Advisor | William Woodall .. ... ... Service Manager
Daniel T. Kussow . ... ... Parts Specialist Jimblutz............... Service Writer/Advisor | Brett Cameron ......... Service Manager
Christopher Jones . ..... Service Writer/Advisor | David Durling ........ .. Service Writer/Advisor | Seth Johnson .......... Warranty Administrator

ant to give your certified team members credit for their or fax to (703) 591-0734. More information about the Society of

hard work and achievement? Their names can appear in Certified RV Professionals and the recognition program is
the next update. Just return this form by email to info@rvda.org available at http://tinyurl.com/SocietyofRVProfessionals.

T Mike Molino r

(‘ NLEARN,NG Authorizqtjon to Include . lf@}-
CENTER Employee Certification Information i 4
Developing Top Performers —

| understand that RVDA and the Mike Molino RV Learning Center have a news release program that recognizes
individuals who earn or renew a certified, master certified, or service manager, service writer/advisor, parts
manager, parts specialist, or warranty administrator certification in the previous quarter. Each announcement
includes the names of the individuals and the type of certification. Employers will not be identified.

I hereby grant permission for RVDA and the Mike Molino RV Learning Center to include the names and
certifications of individuals employed at:

City: State: Phone:

in the quarterly announcement of those earning or renewing a certification. | understand that | may revoke this
permission by emailing info@rvda.org.

Printed Name: Authorized Signature:

Date: RETURN by email to: info@rvda.org or fax to: (703) 591-0734. Rev. Jan 2018
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Dan Kussow: To Lead Them,

Able to Do What They Do

By Tony Yerman

arts and service director Dan
P Kussow of Green Bay-based Van

Boxtel RV believes that, to lead a
department of service employees, you
need to be able to do what they do. He
himself is a certified RV technician and
also has all five of the fixed-operations
certifications offered by the Mike Molino
RV Learning Center (service manager,
service writer/advisor, warranty adminis-
trator, parts manager, parts specialist). You
don't earn those badges without knowing
how to do the jobs they represent.

Kussow started working at Van Boxtel
35 years ago when it was a Ford auto
dealership. He began in the sales depart-
ment, were he won a national Ford-spon-
sored “walk around” competition. As the
prize, he was awarded the truck that he
had demo'd.

Eventually he joined Van Boxtel's RV
dealership, moving to the company’s new
RV location in 1996 and becoming
general manager.

Van Boxtel sold off its Ford dealership
in 2005 to concentrate on the RV business.
“In 2005, | was asked to be the RV service
manager,” says Kussow. “l became a

certified RV technician at that
time as well.”

Kussow had hired 10
technicians when he was
general manager. Now he
would be their boss. “I felt
that if I was going to lead
these techs, and anyone else
in service and parts, | would
need to learn their roles,” he
says. “If I'm going to lead
them, | have to know what
they do and how they do it.”
Most of the techs he supervises have been
at the dealership for 20 or more years,
and seven of 10 are certified.

Kussow goes beyond merely main-
taining a skill set - he has all five of the
RV Learning Center’s fixed-ops certifica-
tions. And he was honored at the RV
Dealers National Convention/Expo this
past November during the Society of
Certified RV Professionals’ annual recep-
tion. RVDA leaders presented him and
three other certified individuals with
plaques, leather jackets, and other tokens
of appreciation for their commitment to
professionalism.

You Must Be

Parts and service director Dan Kussow of Van Boxtel RV

“I love my job and this industry,”
Kussow says, enthusiastically. “Money is
like the fifth reason for working. Number
one is that | love coming to work.”

Kussow feels that there are opportuni-
ties in the RV service field and that there
should be more publicity about the field
and the jobs that are available. “We must
lead by example and try to bring new
generations of people into the profession,”
he says. “And we must demonstrate a
career in RV dealership operations. People
don't see that in the RV itself.”

With his accomplishments, he is a role
model for what can be accomplished. =

New RECT Reports from IDS Provide Industry Scorecard

launched a new product for RV dealer-

ships - monthly Repair Event Cycle
Time (RECT) reports - that are designed to
help dealers pinpoint and solve the
biggest bottlenecks within their shops.

IDS worked closely with RVDA and
RVIA to develop the reports, which allow
dealers to compare their RECT data with
other North American dealers in order to:

I ntegrated Dealer Systems (IDS) has

* See where they stand in relation to their
industry partners

* Understand the impact of parts
availability and warranty coverage on
their repair times

e Drill down to specifics, including
individual work orders, part numbers,
and labor hours

* Review historical data via charts and
graphs to spot trends

All data is collected in an anonymous
and aggregate format, and IDS doesn’t
share identifiable dealer information with
anyone.

Acknowledging IDS’ contribution to
the RV industry, 2018 RVDA Chairman Tim
Wegge presented IDS General Manager
Sean Raynor with a Chairman’s Service
Award during the 2018 RV Dealers
Convention/Expo this past November.

“We now have the data to see exactly
where our bottlenecks are with long repair
cycle times,” says Wegge, owner of
Burlington RV Superstore in Sturtevant, WI.
“The data shows how RECT is affected by
warranty coverage versus customer pay,
and by whether parts are needed through
a vendor or a manufacturer.”

As a result, “we have the opportunity
to manage our service departments in

ways we never could before and share
our data with our industry partners to help
them identify the areas where they need
improvement,” says Wegge.

“The IDS team has created a score-
card this industry will use for decades to
come,” Wegge says, “And this is just the
beginning. I'm looking forward to
watching how this changes the entire
industry. [Sean’s] award was well-
deserved.”

Former RVDA chairman Brian Wilkins,
another early adapter of the IDS product,
says the reports are “a great tool for
providing owners and managers with the
information they need to improve their
departments and RECT management.”

“It's something the industry desper-
ately needed - if you can't measure fit,
you can’t manage it,” Wilkins says. m
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e Mike Molino

The RV Learning Center Pledge Agreement CRY )

Developing Top Performers

l, , accept the invitation to join with others to support
the dealership education efforts of the Mike Molino RV Learning Center. | hereby pledge and agree to
contribute the total sum of $ to the Mike Molino RV Learning Center, a 501(c)(3)
charitable organization.

My gift shall be paid in the following manner: $ One time donation

OR $ per year for years, starting in the month/year

This is a: [] Company Contribution [] Personal Contribution

LLELLS
Signature: for your

Company: support!
Address:

Date:

[] Please check here if you would like the RV Learning Center to send you a reminder invoice
in the month/year that you listed above.

The Mike Molino RV Learning Center 3930 University Drive, Fairfax, VA 22030 ¢ Phone: (703) 591-7130
Fax: (703) 591-0734 * Email: info@rvda.org * www.rvlearningcenter.com

SPADERIZE

your dealership.

Total Management 1 Service Management Workshop Win3 Selling
Mar. 25 =29 Sioux Falls, SD Feb. 12 = 14 Orlando, FL Feb. 12 =13 las Vegas, NV
Apr. 2 =4 Chicago, IL Apr. 9 =10 Sioux Falls, SD

Next Level Leadership
Feb. 18 =21 Ft. Lauderdale, FL

Parts and Accessories Workshop

Effectively Leading & Managing Mar. 5 =7 Orlando, FL
April 2 =4 Ft. Lauderdale, FL

Whether you need to improve your margins, rework your service department or
build up your next generation of leaders, take on the most challenging parts of

running your business with a winning team. Register today at

spader.com/training

Buy three seats to any Spader workshop(s), receive a free fourth seat! or call1-800-772-3377

Contact info@spader.com for details.

22 RV EXECUTIVE TODAY



Did You Know?
Benefits Extended to Your Tow Vehicle

id you know that Protective Asset Protection’s

XtraRide® RV Service Contract Program
extends many of its benefits to the tow vehicle or
vehicle in tow? Our roadside assistance, towing
and optional tire and wheel coverage protect not
only the customer’s towable but also the tow
vehicle. Motorhome owners benefit from coverage
for the vehicle in tow.

In the unfortunate event the covered RV, tow
vehicle, or vehicle in tow becomes immobile, our
towing coverage applies. The condition of a
customer’s tow vehicle might not be at the top of
his or her mind when they‘re buying an RV, but
very few things can do more to ruin a vacation
than a tow vehicle breakdown while on the road. If
the tow vehicle breaks down, contract holders can
rest easy knowing the truck pulling their camper
will be towed to the nearest repair facility.

Roadside coverage is also extended beyond the
covered RV. Protective Asset Protection will assist if
the tow vehicle or vehicle in tow has a flat tire, runs
out of gas, requires a jump start, or needs lockout
assistance. The towing and roadside benefits are a
phone call away and available in the United States
and Canada 24 hours a day, 365 days a year.

Under our optional tire and wheel coverage, tire
and wheels on new and used vehicles are
protected against road hazards. The tire and wheel
coverage extends to the tow vehicle or to the
vehicle in tow while contract holders are camping.
Coverage applies even if the tow vehicle or vehicle
in tow is not connected to the RV. In other words, if
the customer’s tow vehicle has tire damage from a
pothole on a trip to the grocery store while
camping, it is covered! Please see the XtraRide
coverage booklet for exact terms and conditions.

(XtraRide®

»++4-November 11-15; 2019, Las Vegas,
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The Mike Molino
LEARNING “'

‘J”A N CENTER

Developing Top Performers

The DLN offers your
decalership:

* Onsite training

* Group training

* No travel time or expenses

* Self-determined pace

* One fixed price of $995 for the
subscription term (discount given for
multiple dealerships)

The DLN offers online
training for:

* RV Service Technicians

* Service Writers/Advisors

* Greeters/Receptionists

* Dealers/GMs

* with more training in development!

The RV Training Institute at Florida
Gateway College, in partnership with
the Florida RV Trade Association
(FRVTA), and the Mike Molino RV
Learning Center (MMRVLC), is
pleased to offer this distance learning
training program exclusively for the RV
Industry. We are able to deliver
training programs directly to member
dealerships and other industry-related
sites throughout the U.S. and Canada
through Internet Broadband. A variety
of programming is available for all
occupations within the RV Industry, as
well as manufacturer and supplier
product-specific clinics and workshops.

The program is an in-house, mentor-led,
group-learning training opportunity
where costs associated with travel and
time out of the shop are eliminated.
The only requirements needed for

Online Training with FRVTA'sS

DISTANCE LEARNING NETWORK

participation in the Distance Learning
Network is a computer with high-
speed internet connection. You will
also need an “out” video cable
connected to your computer and
directly to a television making group
learning a reality.

Participating dealerships can purchase
RVIA RV Service Technician course
textbooks through FRVTA at a
discounted price. Each subscription
location will have access to all
available training for a full curriculum
year from August 1 of the current year
through July 31 of the following year.

Complete details about the training
and functionality of the Distance
Learning Network is available at:
http://rvtraining.fgc.edu. Find training
on the ‘Courses’ dropdown menu.

NATIONAL DEALERSHIP REGISTRATION FORM

Company Name:

Address: City: State: Zip:
Phone: Fax:

Mentor Name: Phone:

Email (at dealership): Fax:

location(s) at $995 each = payment due: $

For more information, call (386) 754-4285 or go to http://rvtraining.fgc.edu

**High speed Internet access required. RVIA service textbooks not included**

Discount given for multiple dealerships (5 or more). Contact the RV Training Institute at Florida Gateway College (386) 754-4285 for details.

PAYMENT METHOD \ote: prices are subject to change without notice. Complete lower section and mail to:
Florida RV Trade Association, 10510 Gibsonton Drive, Riverview, FL 33578

(J PAY BY CHECK OR MONEY ORDER

172019
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The Mike Molino RV Learning Center proudly recognizes these CONTRIBUTORS ¢ NMLég:;:G )

Developing Top Performers

*Active donors are those who have contributed to the RV Learning Center during the past two years.

Contributed Total Total Contributed Total Total

Received From 12/11/16- Life.time: Lifetime qut Received From 12/11/16- Life.time. Lifetime qut
12/11/18  Contribution Pledge Contributed 12/11/18  Contribution Pledge  Contributed
MAJOR GIFTS Mount Comfort RV 1,500 3,500 9/17/18
Camping World and Good Sam $332,013 $1,000,000 9/8/17  Ocean Grove RV Supercenter 1,250 3,500 6/22/18
Protective 80,312 350,895 12/11/18  Northern Wholesale Supply Inc. 1,500 3,250 6/11/18
Brown & Brown Recreational Insurance 40,000 60,000 200,000 5/17/18  Kroubetz Lakeside Campers 2,600 3,100 11/26/18
Tom & Carolyn Stinnett 21,500 125,000 12/28/17  The Trail Center 500 3,050 11/20/17
Campers Inn 10,000 86,000 100,000 12/19/17  Alliance Coach 500 2,500 5/19/17
PleasureLand RV Center Inc. 4,750 99,600 12/3/18  Clear Creek RV Center 2,500 2,500 10/30/18
Horsey Family Memorial Fund 1,610 73,610 6/29/18  Bill & Shannon Koster 1,000 1,500 2,500 12/11/18
Byerly RV Center 15,000 72,000 10/2/18  Moix RV Supercenter 2,500 2,500 12/19/17
Bill Plemmons RV World 5,000 22,550 50,050 8/13/18 LEADERS
All Seasons RV Center 2,000 39,049 47,049 12/19/17 Dinosaur Eloctronics 250 2,450 5/ 2717
Pan Pacific RV Centers Inc. 4,500 46,000 7/31/18 NERVDA 100 2100 1/30/17
MrTCIoin’s RV Superstore 1,000 45,000 6/13/17 RV World Recreation Vehicle Center 250 2,100 6/13/17
Reines RV Center Inc. 7,500 42,525 12/15/17 Candys Campers 250 2,050 8/16/17
Palm RV 7500 15000 37,500 8/4/17  aiiream Adventures Northwest 1,000 2,000 5/14/18
B-|II Thomas Camper Sales Inc. 1,000 37,000 1/3/17 Steinbring Motorcoach 750 2000 9/21/18
Pikes Peak Traveland Inc. 1,000 33,700 7/31/17 Beckley’s Camping Center 750 1750 10/19/18
Wilkins R.V. Inc. 5,000 25,500 33,000 12/4/17 Camp-Site RV 500 1750 /17,18
Diversified Insurance Management Inc. 3,200 28,000 31,200 5/7/18 American Family RV Inc. 1000 1500 9/8/17
LazyDays 5000 30,000 10/2/18 = np-Land RV 1,000 1,500 8/13/18
RV Country 1000 30,000 8/4/17 " Cold Springs RV Corporation 1,500 1,500 6/7/18
Grtj,‘enewoy Inc. (Route 66 Deole.r) 6,500 27,350 12/15/17 Colonial Airstream & RV 1000 1500 3/8/18
United States Warranty Corporation 5,000 14,250 26,250 9/17/18 Tennessee RV Sales & Service LLC 500 1500 8/3/18
CHAMPIONS Mid America RV Inc. 750 1,300 6/11/18
Curtis Trailers Inc. 14,500 23,250 11/30/18  Clippership Motorhomes Rental 1,250 1,250 7/18/18
Alpin Haus 2,000 22,500 8/8/18  Colerain Trailer Center 1,000 1,250 3/6/17
Stolzfus RV & Marine 2,500 22,500 9/14/18 84 RV Rentals & Service 1,000 1,000 12/27/17
MBA Insurance Inc. 2,000 19,100 20,100 9/10/18  Modern Trailer Sales Inc. 500 1,000 6/18/18
Hartville RV Center Inc. 2,000 16,750 6/18/18  The Makarios Group LLC 500 1,000 6/11/18
Blue Ox 1,000 13,750 8/29/17  Tri-Am R.V Center of East Tennessee 750 1,000 1/9/18
Floyds Recreational Vehicles 3,250 13,750 6/5/18 BENEFACTORS
Mike & Barb Molino 450 12,586 9/27/18 Keopers RV Center 200 500 814717
Motley RV Repair 500 10,575 777717 B owling Motors & RV Sales 500 800 8/28/17
Don. Gunden 5000 10,000 1/30/17 Starr’s Trailer Sales 200 650 5/29/18
Burlington RV Superstore 2,000 9,000 6/11/18 Dodd RV 600 600 8/17/18
Crestview RV Center 2500 9,000 12/18/17 g et7er's World of Camping Inc. 500 600 3/17/17
Camperland of Oklahoma LLC 2,000 8,350 7/30/18 North Point RV 500 500 6/12/18
Circle K RV's Inc. 530 8,030 6/18/18 OK Recreational Vehicle Association 500 500 8/18/17
Hilltop Camper and RV 4000 7,622 6/7/18 B Power & Associates Inc. 500 500 5/8/17
Hayes RV Center 500 7,350 6/18/18 S uthern RV Inc. 500 500 10/2/17
All Valley RV Center 2,000 8,000 1/6/18 Tire Shield 500 500 6/16/17
Madison RV Supercenter 500 7,000 12/22/17 " 75141 Value RV of Indiana Inc. 500 500 1/18/17
Topper’s Camping Center 500 6,553 6/4/18 Welcome Back RV Center 500 500 7/25/18
Best Value RV Sales & Service 750 6,500 5/7/18
Phil Ingrassia 2,000 6,500 12/29/17 ~ SUPPORTERS
Skyline RV & Home Sales Inc. 2,000 5,500 9/4/18  Black Book RV Value Guide 50 300 6/20/18
RCD Sales Company Ltd. 1,000 5,349 6/18/18 RV Value Mart Inc. 200 300 7/31/17
American Guardian Group of Companies 2,400 5,100 1271718 North Texas RV Repair 250 250 5/7/18
Good Life RV 1,000 5,100 5/26/17 Pettes & Hesser Ltd. 250 250 7/30/18
Noble RV Inc. 1,500 5,005 1/9/18 RV General Inc. 250 250 8/13/18
ROUTE 66 RV Network 2,000 4,000 5000 1/10/18 RV Quest 250 250 6/28/18
J.D. Sanders Inc. 500 4,250 7/3/18  Tonie’s RV Inc. 250 250 4/27/18
Leo’s Vacation Center Inc. 2,000 4,000 10/27/17 ~ Macdonalds RV Center 225 225 1/19/17
Tacoma RV Center 1,000 4,000 6/18/18  Inventrue 100 100 7/25/18
Myers RV Center Inc. 100 3,850 6/19/18 Tom Lindstrom RV Inc. 100 100 5/7/18
RV Outlet Mall 250 3,550 6/13/7 ENDOWMENTS
Gib's RV Superstore 2,000 3,500 6/4/18  Kindlund Family Scholarship $270,000
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RVDA Endorsed Products

Certified Green RV Program
TRA Certification Inc.
www.certifiedgreenrvs.com
mandy@tragreen.com

P: (574) 333-3302

Measures, evaluates, and certifies
RV manufacturers and verifies
vendors for energy efficiency and
environmental friendliness.

Credit Card Processing

Bank of America

Merchant Services
https:/rvdealer.bankofamerica.com
(678) 784-0567

Offers members an annual savings
averaging 10-15 percent on each
Visa and MasterCard transaction.
Provides fast authorization, around-
the-clock support, and improved
funds availability.

Disability Income Insurance/
Paycheck Protection Benefits
American Fidelity
Assurance Company
www.afadvantage.com

Ted Brehoney
ted.brehoney@af-group.com
(800) 654-8489, Ext. 6530

Provides disability insurance to
provide security for a portion of
employees’ paychecks if they're
unable to work due to a covered
accident or illness.

Emergency Roadside and
Technical Assistance
Coach-Net
www.coach-net.com
sales@coach-net.com

(800) 863-6740

Provides emergency roadside and
technical assistance solutions to RV
dealers, RV and chassis manufactur-
ers, RV clubs, and customer
membership groups. Uses trained
customer service agents and master
certified technical service agents.

Employee Behavioral
Assessment

Omnia Group
www.OmniaGroup.com/rvda/
Carletta@OmniaGroup.com
(800) 525-7117 x1226

Assessment solutions help dealers
select the right person for the job,
increase retention, and build a
strong workplace culture.

Employee Incentives
TicketsatWork
www.ticketsatwork.com
(800) 331-6483

Provides ticket discounts and
special offers on theme parks,
shows, sporting events, concerts,
movies, hotels, rental cars, retail
gift cards, more. Sign up by visiting
the website landing page.
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Extended Service Agreements
XtraRide RV Service
Agreement Program
www.protectiveassetprotection.com
(800) 950-6060, Ext. 5738

The XtraRide RV Service
Agreement Program has been
exclusively endorsed by RVDA since
1992. The XtraRide programs and
F&l solutions bring dealers
increased profit opportunities while
providing quality protection for
their customers.

Health Collective Purchasing
Arrangement

Brown & Brown Insurance
www.bbinsservices.com/
index.php/form
aweilage@bblouisville.com

(502) 550-2399

Offers members a way to provide
employee health benefits while
saving money. Dealers can
maintain their current health
benefits or customize their offering
to employees.

Hiring Tools
Upward.net
www.upward.net

A network of job sites with over 75
million job seeker members; offers
multiple recruitment products and
works with over 3,500 employer
brands across the country.

Customer Tracking and

Customer Service
Intelligence Inc. (CSI)
www.tellcsi.com
sales@tellcsi.com

(800) 835-5274

All-new cloud-based system for
customer follow-up lets dealers
track and manage customer inter-
action with the dealership and
provides daily reports. For the first
90 days, CSI will review the reports
with dealers and guide them on
how best to use the data.

Loan Origination and
Warranted Loan Documents

www.appone.net

A web-based indirect loan origina-
tion platform helps dealers and
lenders manage the origination
process of retail credit applications
from lender submission to funding.
Provides a library of loan
documents that are regularly
reviewed for compliance with
federal and state laws in all 51 U.S.

Market Intelligence Program
RV Industry Data Program
from Statistical Surveys
Scott Stropkai
sstropkai@statisticalsurveys.com
(616) 281-9898 ext.128

Provides dealers with data and
analytics, including data on where
new units are being registered and
which dealers sold which units by
make, model, length and axles.

Occupational Footwear,
Clothing, Personal Protective
Gear

Gearcor Inc.
www.Gearcor.com/rvda
jon@gearcor.com

Office (800) 517-5970

Mobile (607) 206-6792

Offers discounts on occupational
footwear, work clothing, company-
branded logo apparel, technician
uniforms, and personal safety gear.
Dealers can establish their own
private company stores for
management and employee
purchases.

N\
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Propane and Propane
Supplies

Suburban Propane
www.suburbanpropane.com
sholmes@suburbanpropane.com
(800) 643-7137

Discounts on propane, along with
attractive and safe equipment for
refilling most any propane cylinder,
24-hour service, on-site instruction
for dealership personnel, signage,
and a periodic review of filling
stations by safety experts.

RVDA/Spader 20 Groups
Spader Business
Management
www.spader.com
info@spader.com

(800) 772-3377

Groups managed by Spader
Business Management help dealers
improve their management skills,
recognize market trends, and solve
problems. The groups include non-
competing dealers who share
experiences to develop best
practices.

Office Supplies

Office Depot
www.officediscounts.org/
rvda.html

Save up to 80% on over 93,000
products at Office Depot and
OfficeMax. Shop online or in any
Office Depot or OfficeMax store.
Free next-day delivery with online
orders over $50. Visit the website
to shop or to print a free store
purchasing card.

RV Repair Financing

Confident Financial
Solutions
www.rvrepairfinance.com

RV Solutions Group (817) 310-8812

Dealers can offer customers simple
RV repair financing with this
product from CFS, a financial
technology company providing
loans to consumers who need to
repair or upgrade their RV or
finance a service contract.

Payroll Service
Paycom
WWW. paycom.com

Receive discounts of up to 35
percent on payroll services.

Pre-owned RV Appraisal
Guidance

N.A.D.A. Appraisal Guides
& NADAguides.com
www.nada.com
Isims@nadaguides.com

(800) 966-6232, Ext. 235

An essential tool to determine the
average market value for used RVs.
RV Connect provides updated RV
values, creates custom window
stickers for both newer and older
RVs, and more.

Shipping Discounts
PartnerShip LLC
www.PartnerShip.com/79rvda
(800) 599-2902

Provides RVDA members with
substantial shipping discounts.
Save on small package shipments
with FedEx and less-than-truckload
(LTL) freight shipments with UPS
Freight and Con-way Freight.

Software & Consulting Services
KPA

www.kpaonline.com

(303) 356-1735

Provides consulting services and
software to automotive, truck, and
equipment dealerships. Its
Environmental Health & Safety
product line provides onsite, on-
call, and online services. Its Human
Resource Management software
ensures compliance with state and
federal regulations.




Online Events

Manage Events

DealerGM

Service

RV Service Technician

RVDA Welcomes
Our Newest Members

11/1/18 - 11/30/18

Dealers

Adventure Camper Sales
Almo, KY

Colorado Teardrops, Boulder, CO
Eagle Vision RV, Hahira, GA

ET Quality RV, Yuba City, CA
Family Fun RV Inc., Portland, OR
Get Out & Go RV, Hoopeston, IL
Reed's Trailer Sales, Petaluma, CA
Aftermarket

Dsuban Spring Service
Cincinnati, OH

Luxury Vehicle Care, Portland, OR

Rental

American Adventure RV Rentals
Austin, TX

Hightened Path RV
Colorado Springs, CO

Native Campervans, Denver, CO

North Atlanta RV Rentals
Acworth, GA

Road Shark RV, Los Angeles, CA

ONGOING ONLINE EVENTS:

Technician FRVTA's Distance ~ Customer Service Writer/

Show Online Events = Show Online Events | Show Online Events | Show Online Events

10 1 12| 13
Spader
Show Online Events | Show Online Events Service Show Online Events
Management
Workshop
Spader Win3

Selling Workshop |

Show Online Events |

Certification  Learning Network - Service Advisor
Self-Study Training for Every  Training Training
Prep Course  Position at Your  through through
Dealership FRVTA's DLN FRVTA's DLN
| ! ]
3 4 5 6

7

Show Online Events

14

Show Online Events

Show Online Events | Show Online Events

8 9

Show Online Events | Show Online Events

15 16

Show Online Events | Show Online Events

17 18 19 20
_ Spader Next Kelly ,
Show Online Events Level Leadersh‘lp Enterprises - Show Online Events
Day Financial

Show Online Events Center Seminar

Show Online Events |

21

Show Online Events

22 23

Show Online Events | Show Online Events

24 25 26| 27

Dealer
Show Online Events | Show Online Events | Show Online Events |~ 4i 400

Development
Program

Show Online Events

Show Online Events

ADVERTISERS INDEX

Diversified Insurance Management

(800) 332-4264

MBA Insurance
(800) 622-2201

Portfolio

www.PortfolioReinsurance.com/rv-dealers

Powersports
(800) 399-4654

Protective Asset Protection

(888) 274-5104

RV Dealer Pro

.............................. 3

RVT.com
............................. 13 (800) 282-2183 ext. 710

Sobel University

............ 4 (253) 565-2577

Spader Business Management
............................. 14 (800) 772-3377

Viair Corp.
...................... back cover www.viaircorp.com

(888) 553-0100. . ... oo
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XIMIZED PROFITS BEGINS WITH
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YOUR BEST ROUTE TO F& SUCCESS LET US SHOW YOU THE WAY

Industry-leading XtraRide® RV Service Visit protectiveassetprotection.com
Contract Program Exclusively Endorsed by

the RVDA for Over 25 Years or call 866 924 7035 to learn more.

Dealer Experience Refund &
Reinsurance Programs

Post Sale & Renewal Programs l \
®
Unparalleled Service & Support I rOte Ct I Ve ®

Asset Protection

F&l Training & Technology
Protect Tomorrow. Embrace Today."”

An RVDA endorsed product or service is one that has been extensively evaluated by the RVDA to assure quality, dependability and overall value, RVDA and the RVDA Education Foundation receive compensation from a Protective
company for business generated by RV dealers. The XtraRide senvice contract program is backed by Protective Property & Casualty Insurance Company in all states except New York. In New York this product is backed by Old
Republic Insurance Comgpany.



