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LOOKING AHEAD

Focusing on the Value
of State Associations

By Phil Ingrassia, CAE, president

M any state and regional associations

play an important role in the future
and continued prosperity of the RV
industry. It seems that regulatory activity
is increasing in many states, and opportu-
nities to promote RV travel are on the rise
as well.

At the RVDA Board of Delegates
meeting, held in conjunction with the RV
Dealers International Convention/Expo,
we were fortunate to have a wide-ranging
panel discussion on how state groups,
large and small, can get organized.

The panelists were:

*  Phil Elam, Texas RV Association
(TRVA)

Bill Sheffer, Michigan Association of
Recreation Vehicles and Campgrounds

(MARVAC)

*  Sheril Vergara, Oklahoma RV
Association (ORVA)

*  Lance Wilson, Florida RV Trade
Association (FRVTA)

*  Bob Zagami, New England RVDA
(NERVDA)

These folks represent a mix of estab-
lished state associations and relatively new
organizations. There’s no one way to get
organized, and the success of these groups
certainly illustrates that point.

FRVTA, MARVAC, and TRVA are
all well-established state groups that have
a long track record of legislative success
and promotional activity through their RV
retail shows. ORVA and NERVDA are
relatively new organizations that are
moving forward on educational and other
initiatives, while working toward a larger
advocacy presence for dealers and the
industry in their states.

During the convention, RVDA also

welcomed representatives from the

6 RV EXECUTIVE TODAY

California RV Dealers Association, the
newly reorganized Arizona RV Dealers
Association, the Pennsylvania RV &
Camping Association, and the RV Indiana
Council; Alabama dealers also met to get
an association established in that state. Of
course, there were volunteer leaders from a
host of other state and regional groups in
attendance as well.

While all the organizations are
different, one common theme emerged —
the need for dealers in each state to reach
consensus and work together. That can
sometimes be difficult on a national level,
but at the state level, competitive issues
can make “togetherness” an even harder
task. In some states, rather than have a
specific RV organization, RV dealers have
joined various auto dealer associations for
legislative representation and member
services.

The national RVDAs role in organ-
izing state associations is one of support
and guidance. RVDA does not dictate
policy or organizational structure to any
state group. The RVDA Board of
Directors recognizes that some states do
not have the size or organization to do
everything, and have authorized RVDA to
collect state dues, work together on
member benefits, and provide help with
statewide communications. RVDA has
sample bylaws for state groups, an exten-
sive library of state laws and regulations,
and can help volunteer leaders find
resources to manage a new association.
Please contact us if you need help in your
state.

Thanks to all of you who volunteer
and support state associations, however
they are organized. It makes our industry
more visible and stronger in the long run.
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Let’'s Work Together to Raise

the Bar on Customer Support

By Brian Wilkins, chairman

irst, I want to thank you for electing

me as your chairman of the board.
It’s truly an honor to follow John
McCluskey, who did an outstanding
job. I look forward to the next year, and
in this issue, you can learn a bit more
about my background on page 10.

After taking the gavel from John at
last month’s RVDA Annual Meeting, 1
discussed some of my thoughts
regarding the future of the RV industry.
I'd like to use this first column to share
these thoughts with those of you who
weren't able to make it to this year’s
convention. Below is an excerpt from
what I said:

“Currently, many of us are experi-
encing good times, and that’s great. But
as I look at our industry, I think we all
need to be careful of being complacent
and thus risk missing our true potential.

As an industry, we need to work
together to raise the level of back end
support that we provide our customers
through our parts and service depart-
ments.

As your chairman, I want to break
down some of the barriers that seem to
prevent this from happening.

If, as an industry, we are simply
churning customers, we will never reach
our full potential.

I want to share a quick story that I
think helps support my concern. We
recently sold a couple a new fifth wheel.
Unbeknown to us, our customers had
previously owned four fifth wheels —
two of which they had to trade in
because they had slide out issues that
never got resolved.

The last one was two years ago, and
at that time they decided to quit
RVing.
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“1 am committed, as your chairman, to help
bring the industry together so that we can
work to raise the level of support we're
offering our customers. In my view, this isn't
a manufacturer issue or a dealer issue or a
supplier issue - it's an industry issue, and we
all need to work together to get better.”

After deciding to give it another
try, they were all set to come pick up
their new fifth wheel. Unfortunately, we
had to call them and let them know
that, while doing their PDI, we had
encountered a component failure.

We had to next-day a part and
push their delivery back one day. And
we had to explain that the component
failure was the gear box on their slide
out.

I'm sure you can imagine their
reaction. Their response was, "In no
way do we want this vehicle."

After our staff worked hard to
convince them that we could make
things right, the couple is RVing again.
But I think it’s a good example of the
experience that too many of our
consumers are having and why they are
leaving our industry.

If we want to become an industry
that ships 500,000 or 600,000 units a
year, we need to do better.

I am committed, as your chairman,
to help bring the industry together so
that we can work to raise the level of
support we're offering our customers.

In my view, this isn’t a manufac-
turer issue or a dealer issue or a supplier
issue — it’s an industry issue, and we all
need to work together to get better.

We know RV are going to need
parts and service, and we all have our
piece of the puzzle to solve.

If, as an industry, we want to reach
our full potential, then all segments
need to be willing to have an open
conversation on how we can get our
customers back on the road more
quickly and reduce the hassles of RV
ownership.”

I am very interested to hear your
thoughts and ideas about what our
industry must do to advance to that
next level. If at any time you have
thoughts to share or issues to discuss,
please feel free to contact me at
bwilkins@wilkinsrv.com.

Thanks again for this opportunity
to serve this great industry, and I wish
all of you a happy holiday season!
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RVDA BOARDS

Chairman

Brian Wilkins

Wilkins RV

Bath, NY

(607) 776-3103
bwilkins@wilkinsrv.com

1st Vice Chairman
Darrel Friesen

All Seasons RV Center
Yuba City, CA

(530) 671-9070

darrel@allseasonsrvcenter.com

2nd Vice Chairman
Tim Wegge

Burlington RV Superstore
Sturtevant, WI

(262) 321-2500
twegge@burlingtonrv.com

Treasurer

Mike Regan
Crestview RV Center
Buda, TX

(512) 282-3516

mike_regan@crestviewrv.com

Secretary

Ron Shepherd
Camperland of Oklahoma,
LLC

Tulsa, OK

(918) 836-6606
ron_shepherd@

camperlandok.com

Past Chairman

John McCluskey

Florida Outdoors RV
Center

Stuart, FL.

(772) 288-2221
john@floridaoutdoorsrv.com

Director

Chris Andro
Hemlock Hill RV
Sales Inc.
Milldale, CT
(860) 621-8983
chrisa@hhrvct.com

Director

Roger Sellers
Tennessee RV Sales &
Service LLC
Knoxville, TN

(865) 933-7213

ISCHCYS@YCHHCSSCEYV.CO]TA

Director

Sherry Shields

Pan Pacific RV Centers Inc.
French Camp, CA

(209) 234-2000
sherry@pprv.com

Director

Glenn Thomas

Bill Thomas Camper
Sales Inc.

Wentzville, MO

(636) 327-5900
g.thomas@btcamper.com

RVRA Representative
Scott Krenek

Krenek RV Center
Coloma, MI

(269) 468-7900
scott_krenek@krenekrv.com

RVAC Chairman
Jeff Hirsch
Campers Inn
Kingston, NH
(603) 642-5555

jhirsch@campersinn.com

RV Learning Center
Chairman

Jeff Pastore

Hartville RV Center
Hartille, OH

(330) 877-3500
jeff@hartvillerv.com

DELEGATES

Alabama

Rod Wagner

Madison RV Supercenter
Madison, AL

(256) 837-3881

rod@madisonrv.com

Alaska

Kevin Brown

Arctic RV & Interior
Topper

Fairbanks, AK

(907) 451-8356

arcticrv@arcticrv.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
mmoix@aol.com

California

Troy Padgett

All 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

Chris Andro

Hemlock Hill RV Sales
Inc.

Milldale, CT

(860) 621-8983
chrisa@hhrvct.com

Delaware

Ryan Horsey

Parkview RV Center
Smyrna, DE

(302) 653-6619
rdhorsey@parkviewrv.com

Florida

Rob Rothenhausler
Ocean Grove RV
Supercenter

St. Augustine, FL
(904) 797-5732

rob@oceangrovervsales.com

Georgia

Doc Allen

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

(706) 863-6294
docallen@
csracamperland.com

Idaho

Tyler Nelson
Nelson’s RVs Inc.
Boise, ID

(208) 322-4121
tyler@nelsonsrvs.com

llinois

Richard Flowers

Larry’s Trailer Sales Inc.
Zeigler, IL

(618) 596-6414
richardfl@

larrystrailersales.com
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Indiana

Nathan Hart

‘Walnut Ridge Family
Trailer Sales

New Castle, IN

(765) 533-2288
nhart@walnutridgerv.com

lowa

Jeremy Ketelsen
Ketelsen RV Inc.
Hiawatha, IA
(319) 377-8244

jketelsen@ketelsenrv.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

Jim Hicks
Southern RV Super
Center Inc.

Bossier City, LA
(318) 746-2267
jim@

southernrvsupercenter.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
Admin-jacki@comcast.net

Massachusetts

Brian Sullivan

Campers Inn of Raynham
Raynham, MA

(508) 821-3366
bsullivan@campersinn.com

Michigan

Chad Neff

American RV Sales &
Service Inc.

Grand Rapids, MI
(616) 455-3250

chad@americanrv.com

Minnesota

Will Jarnot
PleasureLand RV Center
St. Cloud, MN

(320) 251-7588
w.jarnot@
pleasurelandrv.com

Missouri

Ted Evans

Mid America RV Inc.
Carthage, MO

(417) 353-4640
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

New Hampshire
Scott Silva

Cold Springs RV
Corporation

‘Weare, NH

(603) 529-2222
scott@coldspringsrv.com

New Jersey

Brad Scott

Scott Motor Home
Sales Inc.
Lakewood, NJ
(732) 370-1022
bscott@

scottmotorcoach.com

New Mexico

Rick Scholl

Rocky Mountain RV World
Albuquerque, NM

(505) 292-7800

rscholl@rmrv.com

New York

Jim Colton
Colton RV

N Tonawanda, NY
(716) 694-0188

jeolton@coltonrv.com

North Carolina

Steve Plemmons

Bill Plemmons RV World
Rural Hall, NC

(336) 377-2213
steve@billplemmonsrv.com

Ohio

Dean Tennison
Specialty RV Sales
Lancaster, OH

(740) 653-2725
dean@specialtyas.com

Oklahoma

Ron Shepherd
Camperland of Oklahoma,
LLC

Tulsa, OK

(918) 836-6606
ron_shepherd@

camperlandok.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 Super
Center 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

Roger Sellers
Tennessee RV Sales &
Service, LLC
Knoxville, TN

(865) 933-7213

rsellers@tennesseerv.com

Texas

Mark Clay

Southern RV Supercenter
Tyler, TX

(903) 882-3225

mark@

southernrvsupercenter. com

Utah

Jared Jensen
Sierra RV Corp
Sunset, UT
(801) 728-9988

jared@sierrarvsales.com

Vermont

Scott Borden

Pete’s RV Center
South Burlington, VT
(802) 864-9350

scott@petesrv.com

Virginia

Lindsey Reines

Reines RV Center Inc.
Manassas, VA

(703) 392-1100
lindsey@reinesrv.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@

greencwayrv.com

Wyoming

Sonny Rone

Sonny’s RV Sales Inc.
Evansville, WY

(307) 237-5000
rentals@sonnysrvs.com

Vacant
Hawaii
Mississippi
Nevada
North Dakota
‘Washington

AT-LARGE

Chase Baerlin
Bankston Motor
Homes Inc.
Huntsville, AL

(256) 533-3100
chase@bankstonmotor-
homes.com

Bob Been

Affinity RV Service Sales
& Rentals

Prescott, AZ

(928) 445-7910
bobbeen@affinityrv.com

Randy Coy

Dean’s RV Superstore
Tulsa, OK

(918) 664-3333
rcoy@deansrv.com

David Hayes

Hayes RV Center
Longview, TX

(903) 663-3488
dhayes@hayesrv.com

Ben Hirsch

Campers Inn of Kingston
Kingston, NH

(603) 642-5555
bhirsch@campersinn.com
Ed Lerch

Lerch RV

Milroy, PA

(717) 667-1400
ed@lerchrv.com

Scott Loughheed
Crestview RV Center
Buda, TX

(512) 282-3516
scott@crestviewrv.com

Mike Noble

Noble RV Inc.
Owatonna, MN
(507) 444-0004
mnoble@noblerv.com

Mike Pearo

Hilltop Trailer Sales Inc.
Fridley, MN

(763) 571-9103
mike@hilltoptrailers.com

Mike Rone

Sonny’s RV Sales Inc.
Evansville, WY

(307) 237-5000

mrone@sonnysrvs.com

Adam Ruppel
Good Life RV
Webster City, IA
(515) 832-5715
adam@glrv.com

Earl Stoltzfus

Stoltzfus RV’s & Marine
West Chester, PA

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

Glenn Thomas

Bill Thomas Camper Sales
Wentzville, MO

(636) 327-5900

g.thomas@btcamper.com

Larry Troutt ITI

Topper’s Camping Center
Waller, TX

(800) 962-4839
latroutt3@gmail.com

Bill White

United RV Center
Fort Worth, TX
(817) 834-7141

bill@unitedrv.com

Participating Past
Chairmen

Bruce Bentz

Capital R.V. Center Inc.
Bismarck, ND

(701) 255-7878

bruce@capitalrv.com

Randy Biles

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

Debbie Brunoforte

Little Dealer, Little Prices
Mesa, AZ

(480) 834-9581
dbrunoforte@
littledealer.com

Rex Floyd

Floyd’s Recreational
Vehicles

Norman, OK

(405) 288-0338
rxflyd@aol.com

Crosby Forrest

Dixie RV Superstore
Newport News, VA

(757) 249-1257
info@dixiervsuperstore.com

Ernie Friesen

All Seasons RV Center
Yuba City, CA

(530) 671-9070

eefriesen@msn.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

Tim O’Brien
Circle K RVs
Lapeer, MI
(810) 664-1942

t.obrien@circlekrvs.com

Dan Pearson
PleasureLand RV
Center Inc.

St. Cloud, MN
(320) 251-7588
d.pearson@
pleasurelandrv.com

Cammy Pierson

Curtis Trailers Inc.
Portland, OR

(503) 760-1363
cammypierson@yahoo.com

Joe Range

Range Vehicle Center 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

Tom Stinnett Derby
City RV

Clarksville, IN
(812) 282-7718

tstinnett@stinnettrv.com

Bill Thomas

Bill Thomas Camper
Sales Inc.

Wentzville, MO

(636) 327-5900
Btces1940@sbcglobal.net

Larry Troutt

Topper’s Camping Center
Waller, TX

(800) 962-4839

larrytroutt@toppersrvs.com
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RVDA's 2016 chairman, Brian
Wilkins, is owner of Wilkins
RV Inc. in Bath, NY. His
experience with the RV
industry started at an early

age — as a youngster, he worked
in his family’s dealership after
school. He has a long record of
serving RVDA, including as
chairman of the Mike Molino
RV Learning Center Program
Oversight Committee, as a
member of the Tech
Certification Board, and as a
member of RVDA’s board of
directors and board of dele-
gates. In this Q&A, he shares
his thoughts on industry issues
he hopes to address during
2016 with editor Mary Anne
Shreve.
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@ You're an accountant —

® did you become a CPA in
anticipation of taking over the
family dealership?

@ Growing up, the deal-

® ership was all I knew.
In fourth grade, I started out
one day a week walking from
school to the dealership and
helping put away the Coast
parts order. I was always a
numbers person, to the point of
being a numbers geek. In high
school I took some accounting
classes, and it always came
easily to me. My father always
pushed me in that direction —
he felt that with an accounting
degree, I could write my own
ticket, whether I eventually
went into the family business or
not. So when I went to college,
that was always my intent, to
get a business degree, get certi-
fied, and then let the career
chips fall where they may.

In New York state, with a
bachelors in accounting but no
Masters, you need two years of
work experience before you can
become a CPA, so I left the
family business to get that
experience. It didn’t take long
to realize that public
accounting wasn't where I was
going to be long-term. I think I
realized that when I spent the
first day on the job standing in
front of the Xerox machine for
eight hours. Growing up in a
dealership, I'd gotten used to
the excitement of having some-
thing new happen every day.
That excitement and interest
was something I didn’t want to
give up.

I did eventually go back for
a Masters and for certification

as a CPA. My CPA skills help

Introducing New RVDA Chair

By Mary Anne Shreve

Brian Wilkins
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every day. Just being a numbers
person helps you understand
the financials and the factors
that drive the business.

@ Your grandfather started

® the business 79 years ago,

and you acquired it in 2004. Did
you feel a lot of pressure to keep it
going, especially during the reces-

sion?

® Very much so. One of

® the reasons I bought
the dealership from my dad was
because he had some health
issues and didn’t want to
continue with our plans to
build a new facility. He got
involved with other invest-
ments and started planning his
retirement. He just didn’t see
himself taking on the challenge
of building a new facility, so I
asked him to consider selling to
me so I could do it.

I took the dealership on in
2004, spent a year settling into
the role, built the facility in
2005, and opened it in 2006. I
wouldn’t say I had complete
support from my father, who
thought I was going too fast.
Then, with the recession hitting



man Brian Wilkins

within two years of us opening
the new facility, there were
absolutely times when I looked

Front row, left to right: Dawn Schirmer,
Jason Rodbourn, Eric Perry, Mike Yanni

Second row, left to right: Jason Rodbourn,

in the mirror and said, ‘If I don’t
get through this, I'm going to
have some egg on my face.’

I had never really experi-
enced a tough market, which
he reminded me of many times.
But he was always a steadying
torce. He was there during the
recession, providing advice on
how to get through it.

@ Describe your market
® and your customers.

@ Bath is a rural market.

® It only has 6,000
people, but we're just an hour
away from Rochester, Buffalo,
Syracuse, and Ithaca, so were
in the middle of a lot. We draw
our customers from a good 40-
to 80-mile radius. We also have
customers who come from
Pennsylvania, Maryland, and
Virginia.

We’re mostly a towables
market. We sell a lot of travel
trailers, and we do a good job
with fifth wheels.
Demographically, we're seeing

Pete Wyant, Service Advisor

Lisa Rockwell, Rick Constantino

our client base becoming more
evenly balanced every year
between Baby Boomers and
Millennials. We're also seeing
more and more families with
young kids, which is obviously
great for the industry. RVs are
more widely publicized now
than when we were young, and
they’re attracting attention
from young families in their
late 20s and 30s.

Photo copyright Tom A. Mike

@ What issues will you
® focus on during your
term as chairman?

@ If there’s one thing I'd

® Jove to get the industry
to focus on, it would be
improving back-end support
for our customers, so we can
make timely repairs and get
them back on the road faster. A
good example — I took a call
from a customer whod recently
bought a new unit and had a
slide out that wouldn’t work. It
was going to take three to four
weeks just to get the parts. If
have a customer with a product
he can’t use in spite of the fact
that he’s making payments on
it, that’s not a good experience.

As an industry, we're all

doing pretty well right now —
the manufacturers are building
as fast as they can, we're selling
as fast as we can, and it provides
a disincentive to slow down

continued on page 12

Photo copyright Tom A. Mike
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Drew Fowler,
Service Advisor

12 RV EXECUTIVE TODAY

continued from page 11

and look at what’s affecting the
customer. That’s a big issue.
Manufacturers and
suppliers are removed from the
customer and might not always
see the situation. If one
customer gets back to the
manufacturer, dealers have

already seen at least five at their !

service desk. That said, this
isn’t 2 manufacturer issue or a
dealer issue, it’s an industry

“When you find good techs, keep
them happy. We don’t lay off
during the winter — we find a way
to keep them busy, even if that
means painting the building.”

@ Your Bath facility alone
: ® has 20 service bays. Do
you have trouble finding and
! keeping good techs?

issue. We all have our role in it,

and it’s time to sit down at the
table and start talking about it.

Photo copyright Tom A. Mike

®It’s certainly a chal-
: ® lenge, but we've
i worked our way through it.
Right now we have 18 techni-
cians between our two stores,
and I'm really proud of the
team we've put together. One
tech’s been with us for 22 years.
Recently, we added four, which
was difficult, but within 18
months, three of them had
become certified.
When you find a good one,
keep them happy. We don't lay

a way to keep them busy, even
if that means painting the
building. We look for any type
of skill — mechanical, refrigera-
tion, carpentry — we’re very
broad in what we search for.

®@ Do you require your techs
® {o get certified?

@ We start any employee

® who's been with us for
a year, whether he’s a techni-
cian or parts person, through
the certification process. This is
one of those things you can do
in the winter to keep them
busy. One of our senior techs
took the new techs into our
training room and had a group
of them working together on
the certification prep test. This
works better than just giving
them a book and saying, ‘Here,
go read this.

@ You hold educational
® seminars at your dealer-

ship for RV owners — are they
popular?

@ We've done those off
® and on for 12 years and

i over the past two years they

: have really started to take off.

i We have techs, service writers,

¢ vendors, and parts managers

i lead them. We have a winteri-
zation class coming up, and

i even though we haven’t even

! sent out the e-blasts yet, 40

: people have already signed up

i after seeing it advertised on our
i website. We may get 80 to 100
i people.

off during the winter — we find :
i directly to our customers to let

We've found that emailing

Brian Wilkins and Joe Stewart,
Retail Parts Specialists



them know about the seminars
gets their attention better than
direct marketing, which seems
to get lost in the mail.

@ Whats the background
® behind the Wilkins
Family Charitable Foundations
annual charity golf tournament?

® My mother was diag-
® nosed in 2007 with

Alzheimer’s. She was always the
stabilizing force of the family.
My dad had to work long hard
hours and was practically a one-
man show, so many times it was
mom taking us kids away on
vacations. She had a heart of
gold and was a very giving
person. Then she got sick.
Seeing your parents work so
hard to get ahead and then not
be able to enjoy it was very sad.

When she was diagnosed,
she went into overdrive to raise
money for research. She'd do
anything she could to raise a
dime — she'd do bake sales,
garage sales, participate in

i walks. But we wanted to do

! something that would have a
bigger effect. I'd seen other

i fundraising golf tournaments, so
i T got the family together in May
i of 2011 and we held our first
tournament in August of that

i same year.

We weren’t sure we could

pull it off in two months, but

i we felt, ‘We might not have

i another chance to do a tourna-

i ment that Mom will be able to

i remember.’ So we pulled it

i together and raised $20,000 that

i first year.

Mom actually made it

 through three tournaments. She
i loved them, she took so much

i pride in them. And she under-
stood what we were doing. The
i industry support for the event

! has been amazing. We getting
approximately 140 golfers and

i sponsors that include Bank of

i the West, Heartland, Forest
River, Blue-Ox, Brown &

i Brown, Lippert Components

i and Cargill Nutrition. =

Photo copyright Tom A. Mike
Brian Wilkins, Mike Yanni (left), Jason Rodbourn

(right), Sales Managers with Rich Hetzel
(background), Sales Consultants.

Don Davies,
Detail Technician
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ealers Comfortaple
With [nventory Levels as

Holidays Approach

By Jeff Kurowski, director of industry relations

Towable RV Inventory Comfort Level

M Too High
m About Right

M Too Low

“Travel tratlers remain

strong and so do smaller/

lighter fifth wheels.”

14 RV EXECUTIVE TODAY

owable RV retail
sales grew at
mid-single digit
percentage rates
and motorhome sales
increased at “high-single
digit to low-double digit”
rates during the August-
through-October period,
according to investment
firm Robert W. Baird & Co.,
which surveyed dealers in
partnership with RVDA.

And even though towable RV
sales now are above their
most recent peak levels,
dealers responding to the
Baird survey believe growth
will continue, because manu-
facturers are building more
entry-level priced units, more
young families are buying RVs
for the first time, and
automakers are building more
pickups and SUVs capable of
towing the most popular
trailers.

“Travel trailers remain strong
and so do smaller/lighter fifth
wheels,” said one dealer from
the survey. “Luxury fifth
wheels are softer for both new
and pre-owned.”

Another surveyed dealer said,
“Our towables are great. We
have gotten away from big-
box manufacturers that have
poor quality and customer
service and have found brands
that we can trust selling to

i consumers.”

Used Towable RV Inventories

M Too High
m About Right

M Too Low




Dealers anticipate even more
growth in the motorhome
sector, according to Baird's
survey. Their feeling is that,
because motorhome sales now
are only 55 percent of what
they were at their most recent
peak levels, motorhomes still
are in recovery mode. As one
dealer said, “Motorhome
interest has increased over the
past two years, and availability
of new and good clean used
inventory is hard to come by.”

However, not all of the dealers
who respond to the Baird
survey experienced robust
growth during August through
October. Some experienced
tepid growth because their
local economies were sluggish,
and others faced more aggres-
sive competition in their

As one multi-location dealer
said, “Retail has been pretty
good in some areas and a
little weak in others. Overall, a
good year, but you better be
careful with trade ACVs [actual
cash values].” Another dealer
said, “Our market is a blood-
bath for motorized products.”

But in general, both towable
and motorhome dealers are
comfortable with their inven-
tory levels heading into the
normally slow Thanksgiving

and Christmas holiday seasons.

Towable inventories were at
133 days by the end of
October, compared with 141
days a year earlier, and
motorhome inventories were
at 123 days, down from 141
days a year earlier. Both inven-
tory levels are either “normal”
or “appropriate” for the time
of year, according to Baird.

“We're not super overstocked,”
one motorhome dealer said,
just too much aged.” Another
dealer said, “Towable inven-
tory is OK. We're a little light
in some areas and a little long
in others... a normal year.” =

"

Used Motorhome Inventories

M Too High
W About Right

markets.

M Too Low

Motorhome Inventory Comfort Level

M Too High
m About Right

M Too Low “Motorhome interest has

increased over the past two
years, and availability of

new and good clean used

inventory 1s hard to come by. ”
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Sl DS SURVEY RESULTS g
DEALERS:

Manufacturers Making Strides in Reliable Products
but Must Improve Parts/Warranty Support

By Jeff Kurowski, RVDA director of industry relations

RV dealers were
asked in this year’s
survey to rate their

manufacturers on
four factors:
reliability/quality,
parts, warranty,
and sales.

esults from the 22nd annual
RVDA Dealers Satisfaction Index
(DSI) survey show manufacturers
are doing very well when it comes
to building reliable products but need to
improve on their aftermarket parts and
warranty support.
U.S. and Canadian RV dealers were
asked in this year’s survey to rate their
manufacturers on four factors: reliability/
quality, parts, warranty, and sales. The
survey, which was modified to better focus
on the areas of most importance to dealers,
also asked retailers to rate manufacturers on

4.2

4.1

4.0

3.9

DSI KEY FACTOR RATINGS

Reliability/
Quality

The manufacturer
builds RVs that are
reliable; repairs,
when required, are
mostly limited to
normal wear and
tear.

16 RV EXECUTIVE TODAY

. Motorhomes

Parts

The manufacturer
fulfills orders with
the correct part(s)
delivered in a timely
manner and keeps
my dealership
up-to-date about the
status.

. Towable RVs

Warranty

The manufacturer is
reasonable when
deciding whether a
warranty claim will
be paid and prompt
in its decision-
making and
payments.

Sales

The manufacturer’s
RVs provide
competitive/price
value with territory
protection that
enhances my
dealership’s return
on investment (ROI).

an “ultimate question” — How likely would
they be to recommend the brand to a friend
in a different market to handle at his/her
dealership?

Towable RV products were rated sepa-
rately from motorhomes, and both received
aggregate ratings above 4.0 on 5-point scale
for reliability/quality and sales. The aggre-
gate rating for all towable RV manufac-
turers was 4.08 for reliability/quality and
4.14 for sales. The aggregate rating for all
motorhome manufacturers was 4.04 for
reliability/quality and 4.17 for sales.

However, the aggregate rating for all
towable manufacturers for parts was 3.91
and 3.95 for warranty. For motorhome
builders, it was 3.97 for parts and 3.96 for
warranty.

The 22nd DSI survey described relia-
bility/quality as, “The manufacturer builds
RV that are reliable; repairs, when
required, are mostly limited to normal wear
and tear.”

Parts was described as, “The manufac-
turer fulfills orders with the correct part(s)
delivered in a timely manner and keeps my
dealership up-to-date about the status.”

Warranty was described as, “The manu-
facturer is reasonable when deciding
whether a warranty claim will be paid and
prompt in its decision-making and
payments.”

Sales was described as, “The manufac-
turer’s RVs provide competitive/price value
with territory protection that enhances my
dealership’s return on investment (ROI).”

The ratings for reliability/quality, parts,
warranty, and sales were on a 1-to-5-point
scale, with 1 being “poor” and 5 being

“outstanding.”

continued on page 18



DECEMBER 2015 17



continued from page 16

Since 2007, the DSI survey has included what
best-selling business author Fred Reichheld calls “the
ultimate question” — how likely are you to recom-
mend the brand to a dealer friend in a different
market? The ratings are on a 0-to-10 point scale,
with 0 being “not at all likely” and 10 being “highly
likely.” Dealers who rate a manufacturer’s products
either 9 or 10 are dubbed are “promoters,” while
ratings of O through 6 are “detractors,” and those
giving ratings of 7 or 8 are “passives.” The percentage
of detractors is then subtracted from the percentage
of promoters to determine the net promoter score, or
NPS. The higher the percentage, the better.

The aggregate net promoter score for all towable
RV builders in the 2015 DSI was 31.2 percent, and
for all motorhome builders it was 32.6 percent.

The highest aggregate net promoter score for
towables ever recorded was 34.4 percent in 2014,
while the lowest was 6.7 percent in 2007, the first
year it was included in the DSI. For motorhomes, the
2014 net promoter score also was 32.6 percent. The
peak net promoter score for motorhome manufac-
turers was 40.4 percent in 2013, and the lowest was
4.4 percent in 2009, the year two of the largest
motorhome builders filed bankruptcy.

Net Promoter Score
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——8—— Motorhomes
—=— Towable RVs

32.6%

31.2%

[/

2012 2013 2014 2015

ULTIMATE QUESTION

How likely would you be to recommend
the brand to a friend in a different market
to handle at his/her dealership?
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O CONGRATULATIONS

Quality Circle Awards

Based on Record Number

of DSI Survey Responses

By Jeff Kurowski, RVDA director of industry relations

VDA honored RV brands built

by 19 manufacturers with its

Quality Circle Award in
Louisville, KY, on Nov. 30. These
brands/manufacturers/product cate-
gories received at least 15 dealer
responses and scored 4.0 or above on a
5-point scale in overall dealer satisfac-
tion in the association’s 22nd annual
Dealer Satisfaction Index (DSI)

survey.

TOWABLE RV MANUFACTURERS/BRANDS RECEIVING AWARDS

(in alphabetical order by manufacturer)

Airstream

“The DSI Quality Circle Award
recognizes the high level of success
these manufacturers have had in
working with their dealer business
partners,” says RVDA Chairman of
the Board Brian Wilkins of Bath, NY-
based Wilkins R.V. Inc. “Their
commitment to continuously improving
products and services ultimately helps
dealers serve customers better and
preserves our industry’s share of
consumers’ discretionary dollars.”

Coachmen. . . . (Catalina Travel Trailers, Freedom Express Travel Trailers)

CrossRoads. . . (Sunset Trail)

Forest River .

. (Flagstaft Travel Trailers & Fifth Wheels/Shamrock

Expandables, Rockwood Travel Trailers & Fifth Wheels/
Rockwood Roo Expandables, Surveyor/r-pod)

Grand Design. (Momentum, Reflection, Solitude)

Heartland ... (Big Country/Elk Ridge, Cyclone/Road Warrior/Torque/Edge,
Landmark, North Trail/Wilderness, Prowler/Trail Runner)
Jayco ........ (Camping Trailers, Eagle, Jay Feather, Jay Flight, Pinnacle, Toy

Haulers, White Hawk)

Keystone. . . .. (Alpine/Avalanche, Bullet/Premier, Cougar/X-lite,
Fuzion/Impact, Hideout/Retreat, Montana/Big Sky/High
Country, Outback/Terrain, Passport/Elite, Raptor/Carbon,
Springdale/Summerland/Residence, Sprinter)

KZ.......... (Durango/Durango Gold/Venom, Sportsmen/Sportsmen
Sportster/Sportsmen Classic, Spree/Spree Connect/Spree

Escape MXT/Vision)
....... (Travel Trailers/Toy Haulers, Truck Campers)

Starcraft . . ... (AR-ONE)
Venture . . .. .. (SportTrek/Sonic)

20 RV EXECUTIVE TODAY

. . (Avenger, Crusader/Sanibel, LaCrosse/Tracer, Spartan)

RVDA’s survey asks dealers to
express their level of satisfaction with
manufacturers on four core issues: reli-
ability/quality, parts, warranty, and
sales. This year’s survey was conducted
between August and October. Four
hundred and forty-four (444) U.S.
and Canadian dealers responded this
year, providing an all-time record
3,154 brand ratings, an average of
about seven per dealer. m

MOTORIZED RV
MANUFACTURERS/

BRANDS RECEIVING
AWARDS

(in alphabetical order by

manufacturer)
Airstream
Coachmen Class C’s

Jayco/
Entegra Coach

Leisure Travel

Vans/Triple E
Newmar
Pleasure-Way
Roadtrek
Tiffin

Winnebago/

Itasca
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CONGRATULATIONS
« Excellence

Three Dealers With Long Histories of
Service Receive Chairman’s Awards

2014-2015 RVDA Chairman of the Board John McCluskey
honored three dealers with Chairman’s Service Awards during
RVDA’s annual meeting at the 2015 RV Dealers International
Convention/Expo. The annual award allows the retiring
chairman to personally recognize individuals who made a
significant contribution to the association and the industry.

First to be recognized was Mick Ferkey of Greeneway Inc.
in Wisconsin Rapids, WI. Ferkey is a former RVDA board
member and serves on both the Mike Molino RV Learning
Center board and on the RV/MH Hall of Fame board. In
honor of RVDA’s 45th anniversary, he organized a project to
recognize past RVDA chairmen by lining the Hall of Fame’s
walkway with bricks engraved with their names.

“Mick got on the phone, raised the money quickly, and it
was all in place by the Hall of Fame Dinner in August,” said
McCluskey. “It’s a great tribute to our leaders past and

present.” (above) Deal
The second Chairman’s Service Award was h?IiCT(V:erk:; svrith
presented to Tom Stinnett of Tom Stinnett immediﬁte past
. . RVDA chairman
Derby Center RV in Clarksville, IN. McCluskey John McCluskey

honored him for having served for more than 20
years on RVDA’s board of directors and for
more than 10 as chairman of the Recreation
Vehicle Assistance Corp. (RVAC). “Tom’s
continuous work on behalf of RVDA and
RVAC is truly remarkable,” said McCluskey.
“He remains co-chairman of the Go RVing

Coalition, as well as a member of the RVDA

B f Del icipati
oard of Delegates as a participating past (left) Dealer Tom

chairman, but we’ll miss his steady presence on Stinnett with
the RVAC and RVDA boards.” iRTIrS:dizt? past
' McCluskey also honorffd past chairman ]éff John ,\;ca'::kzr;,
Hirsch of Campers Inn, Kingston, NH, who is
the longest tenured chairman in RVDA history. (right) Past
“When I took this position, many of the past Chai_rmin J?flf
. ’ irsch wit
f:halrmen 'Fold me that I'd be pushed and pulled immediate past
in many directions but that past leaders would RVDA chairman
always have my back,” said McCluskey. “This John McCluskey

award goes to someone who was always there
with his guidance and support this past year — my immediate
predecessor Jeff Hirsch.”

McCluskey lauded Hirsch for helping the board move the
convention to Bally’s and adjusting the dates to early
November. Hirsch was also involved in launching new
programs such as the Society for Certified RV Professionals
and the Young RV Executive Program. He just became
RVAC’s new chairman. =
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2013 James B. Summers Award Goes to Earl Stoltzfus

arl Stoltzfus of Stoltzfus RVs & Marine in West

Chester, PA, received RVDA’s highest honor, the

James B. Summers Award, at the annual meeting
held during the 2015 convention.

Stoltzfus is a former RVDA board member and is
currently a member of the board of delegates. He is a past
chairman of the board for the Pennsylvania RV and
Camping Association. His achievements include earning
RVDA's Top Quality Dealer of the Year Award, and
having one of the first RV dealerships to become an
employee stock ownership company.

RVDA President Phil Ingrassia made the presentation
during the convention, citing Stoltzfus' deep involvement
in the association over many years. “Earl supports RVDA
through thick and thin and provides the staff with great
teedback and new ideas throughout the year," he said.

Stoltzfus received the award while surrounded by past
JBS recipients gathered on the stage.

The James B. Summers Award was created in 1986
and is named after RVDA's first chief staff officer in recog-

2015 James B. Summers
Award Recipient Earl
Stoltzfus (left) shows

off his JBS ring to Steve

Plemmons of Bill
Plemmons RV World.

Passport
Excellence

EDUCATION & TRAINING

Earl Stoltzfus of Stoltzfus RVs &
Marine in West Chester, PA,
received RVDA's highest honor, the
James B. Summers Award,
surrounded by previous recipients.

nition of service to the association. Each year, the board of
directors chooses a recipient by secret written ballot from
nominations made by members. Every effort is made to
keep the name of the honoree a surprise until the annual
meeting. =
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RV DEALERS INTERNATIONAL CC

Dometic’s vacuum
system sucks in some
interested dealers.

With standard features that include
four slide outs, a bath-and-a-half,
and king-size bed, Haulmark
Motorcoach’s luxury motorhome is
so large it barely fits in the frame.

Speaker Bob Clements
thinks big during the
Society of Certified RV
Professionals’ Monday
evening reception.

24 RV EXECUTIVE TODAY

Kristy Peel of

RV Trakk shows
off pet products
designed for the

dog on the go.

Exhibitor Randy Sobel,
president of Sobel
University, presented
workshops on principle-
based selling techniques.

Participants in the “Adaptat
special session, list strat
their dealershij



NVENTION/EXPO HIGHLIGHTS

le (Young) RV Executive”
egies for differentiating
s from the competition.

RVDA of Canada President Eleonore
Hamm and Ryan Holtz, the keynote
speaker during RVDA of Canada's
annual meeting, kick back at the
association’s annual reception.

Motivational
speaker Scott
McKain meets
one of his many
fans at the
book signing
GE sponsored
after his
performance
during the
general session.

Passport

Excellence

EDUCATION & TRAINING
RV DEALERS INTERNATIONAL CONVENTION/EXPO

RVBusiness' reception
prior to its RVBusiness
Top 50 Dealers Awards
presentation
Wednesday evening

ARI representatives
want to help dealers
“Sell More Stuff.”

Tonya DeVane of The Omnia Group
advised dealership managers on
how to hire and retain multiple
generations in the workplace during
her Vendor Training +Plus session.
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RV DEALERS INTERNATIONAL CONVENTION. /EXPO

Many Thanks to the 2013
RV Dealers International
Convention/Expo Partners

John McCluskey, outgoing RVDA
chairman, and incoming chairman
Brian Wilkins recognized these
companies for their generous
support of the annual convention.

Commercial Distribution Finance Left to right; Wilkins, Bob Parish, Tim Hyland,
John McCluskey, John McElvey, Bill Hughes, Chris Forsyth

m \
(left) Ally Left to right:
Wilkins, Nancy Clayton, Tammy
Linkfield, Bill Thompson,
McCluskey, Kevin Wrate, Jeff Stowe
(right) Thor Industries
Left to right: Wilkins, Matt

Protective Asset Protection Left to right: Wilkins, Zimmerman, McCluskey, Bob
Bill Koster, McCluskey, Brian Fetherston, Jaime Pais, Christine Martin, Andy Cripe, Bob Wheeler
Schlueter, Paul Sheldon ' '

MBA Insurance Left to right: Wilkins, Bert TCF Inventory Finance Left to Bank of the West Left to right: Brad Colman,
Alanko, Josephine Johnson, McCluskey, Ally right: Wilkins, Anthony Perrelli, Natalie Mylene Huynh, Dave Russell, John McCluskey, David
Moncayo, Alanna Paterson, Carlos Avila Bouchard, McCluskey, Robert Wagner Ashby, Nick Webb, Bob Rop, Brian Wilkins

Not pictured: Not pictured:

. e . Bank of America Forest River
Diversified Insurance Management Brown & Brown Recreational Insurance Merrill Lynch

Left to right: Wilkins, McCluskey, Greg Artman, Left to right: Shawn Moran, Todd Moody, Mike Neal,
Terry McMillan, Ed Wilkins, Rob Wing, Bruce Johnson  McCluskey, Gene Giles, Wilkins, Tim Larimore

26
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RVBusiness Announces Top 50 Dealer Award Recipients

RVBusiness recognized top U.S. and Canadian RV retailers during an awards
reception it held during last month’s 2015 RV Dealers International Convention/

Expo. A panel of industry experts selected the winners based on their penchant
for cutting-edge digital marketing, selfless charitable giving, and open-minded
approach to servicing all traveling RV owners, not just their own customers.
Eligible dealers are nominated by North American RV manufacturers for
their business acumen and professionalism in a national program that was first
launched in 2008 by RVBusiness magazine and marketing communications

agency BJ Thompson Associates. The independent program today is underwritten

by Ally Financial Inc., Cummins Power Generation, Dicor Corp., Dometic

Corp., Freightliner Custom Chassis Corp., Lippert Components Inc., Protective

Asset Protection, and GE Capital Commercial Distribution Finance (CDF).

In addition to the Top 50 awards, five
Blue Ribbon dealers were recog-

nized:

Greeneway RV Sales & Service,
Wisconsin Rapids, WI

Guaranty RV Super Centers,
Junction City, OR

Tennessee RV Supercenter,

Knoxville, TN

Veurinks’ RV Center, Grand Rapids,
MI

Woody’s RV World, Calgary,
Alberta

Also receiving special recognition
this year were the following two deal-
erships:

Universal Marine & RV, Rochester,
MN, recipient of the Arthur J.
Decio Humanitarian Award, spon-
sored by Ally Financial Inc. and
named after the iconic philanthro-
pist and Skyline Corp. founder for
over-the-top charitable giving

Mount Comfort RV, Greenfield,
IN, recipient of the Gaylord
Maxwell Innovation Award, spon-
sored by Lippert Components Inc.
and named for the late RV
consumer advocate, teacher and
columnist that goes to a retailer for
out-of-the-box business creativity
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The rest of the 2015 class (in alpha-
betical order) includes:

Affinity RV Service, Sales &
Rentals, Prescott, AZ

Alliance Coach RV Sales and
Service, Wildwood, FLL

Alpin Haus, Amsterdam, NY

American RV Sales & Service Inc.,
Grand Rapids, MI

ArrKann Trailer & RV Centre,
Edmonton, Alberta

Big Country RV, Bend, OR

Bill Plemmons RV World, Rural
Hall, NC

Blue Dog RV, Post Falls, ID
Bucars RV Centre, Balzac, Alberta
Bullyan RV, Duluth, MN

Camperland of Oklahoma, Tulsa,
OK

Campers Inn RV, Kingston, NH

Carolina Coach & Marine,
Claremont, NC

Coachlight RV Sales, Carthage,
MO

Coates RV Center, Hugo, MN
Crestview RV Center, Buda, TX

Dixie RV SuperStores, Hammond,
LA

ExploreUSA RV Supercenter,
Plano, TX

General RV Center, Wixom, MI
Giant RV, Montclair, CA

Hartville RV Center, Hartville, OH
Hayes RV Center, Longview, TX

Hilltop Trailer Sales, Fridley, MN
Lazydays RV, Seffner, FLL
Lifestyle RVs, Grain Valley, MO

Little Dealer Little Prices, Phoenix,
AZ

Mike Thompson’s RV Super Stores,
Santa Fe Springs, CA

Minard’s Leisure World, Weyburn,

Saskatchewan
Modern Trailer Sales, Anderson, IN
Noble RV Inc., Owatonna, MN

Pan Pacific RV Centers Inc., French
Camp, CA

PleasureLLand RV Center, St. Cloud,
MN

Poulsbo RV Inc., Kent, WA
Rangeland RV, Balzac, Alberta

Rich & Sons RV Headquarters,
Grand Island, NE

Richardson’s RV Centers, Riverside,
CA

Southern RV Supercenter, Bossier
City, LA

Steinbring Motorcoach, Garfield,
MN

TerryTown Travel Center Inc.,
Grand Rapids, MI

Thompson Family RV, Davenport,
1A

Voyager RV Centre, Winfield,
British Columbia

Walnut Ridge Family RV Sales,
New Castle, IN

Wilkins Recreational Vehicles Inc.,
Bath, NY =
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RVDA Endorsed Products

Certified Green RV Program
TRA Certification Inc.
www.tragreen.com
aleazenby@trarnold.com

Phone: (800) 398-9282 Fax: (574)
264-0740

TRA, the leading third-party green
certification company, through its
“Certified Green RV Program,”
measures, evaluates, and certifies
RV manufacturers and verifies
vendors for energy efficiency and
environmental friendliness. This
program empowers dealers to
guide environmentally-conscious
consumers in making better-
informed decisions about their RV
purchases, leading to increased
customer satisfaction.

Credit Card Processing

Bank of America Merchant
Services
https://rvdealer.bankofamerica.com
jay.machamer@bankofamericamer-
chant.com

(678) 784-0567

Bank of America Merchant
Services offers RVDA members an
annual savings averaging 10-to-15
percent on each Visa and
MasterCard swipe transaction.
Advanced equipment provides fast
authorization, around-the-clock
support, and improved funds
availability for those with a depos-
itory relationship with the bank.

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
Dealerships can provide disability
insurance to provide security for a
portion of an employee’s paycheck
in the event they are unable to
work due to a covered accident or
illness.

Emergency Roadside and
Technical Assistance
Coach-Net

www.coach-net.com
dealersales@coach-net.com

(800) 863-6740

Coach-Net provides emergency
roadside and technical assistance
solutions to RV dealers throughout
the U.S. and Canada and for many
RV and chassis manufacturers, RV
clubs, and customer membership
groups. Coach-Net provides dedi-
cated service using over 150
employees with advanced commu-
nications technology tools
combined with an extensive
database of more than 40,000
service providers. The company
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employs trained Customer Service
Agents and RVDA-RVIA/ASE
Master Certified Technical Service
Agents.

Employee Testing

Caliper Corp.
www.calipercorp.com

Ralph Mannheimer
rmannheimer@calipercorp.com
(609) 524-1214

For nearly a half-century, Caliper
has consulted with over 25,000
companies on improving every
aspect of their workforce — from
hiring and selection to employee
development and succession
management. Starting with
accurate, objective insights our
consultants gain from our time-
tested personality assessment, the
Caliper Profile, we are able to help
our clients reduce the high cost of
turnover, help first-time managers
excel and create solutions that are
tailored, practical and adaptable.
Whether you are looking to hire
top performers, develop talent,
build teams or transform your
organization, we can help.

Extended Service Agreements
XtraRide RV Service
Agreement Program
www.protectiveassetprotection.com
(800) 950-6060, Ext. 5738

The XtraRide RV Service
Agreement Program is offered
through the Asset Protection
Division of Protective Life
Insurance Company. The program
has been exclusively endorsed by
RVDA since 1992. The XtraRide
programs and F&I solutions bring
dealers increased profit opportuni-
ties while providing quality protec-
tion for their customers. Protective
is dedicated to providing the RV
industry with superior products
and services given its ability to
underwrite, administer, and
market its own programs.

Health Insurance

Mass Marketing Insurance
Consultants Inc. (MMIC)
www.mmicinsurance.com/RVDA/
quotes@mmicinsurance.com

(800) 349-1039

MMIC contracts nationally with a
number of health insurance
companies to provide a wide
variety of benefits. MMIC creates a
customized insurance program
best suited for individual dealer-
ships. Coverage is available to indi-
vidual members and those firms
with two or more employees. With
group coverage, all active full-time
employees are eligible. Spouse and
dependent children under age 19
(23 if full-time student) are also

eligible. The cost of the coverage
for the RVDA program may be
paid in whole by the employer or
shared with the employees.
However, the employer’s contribu-
tion must be at least 50% of the
total cost.

Hiring Tools

Employment Network-

A Careerco Company
www.employmentnetwork.net

(718) 307-6258

The Employment Network is a
network of pay-for-performance
job sites. Its flagship site,
FindTheRightJob.com, reaches
more than 5 million job seekers
monthly. Employers can drastically
reduce their cost-per-hire by using
The Employment Network’s
FindtheRightJob.com portal and
other sites. Employers set the job
requirements and only pay for
candidates that meet them.

Lead Qualifier Program
Customer Service
Intelligence Inc. (CSI)
www.tellcsi.com
bthompson@tellcsi.com

(800) 835-5274

The Scene: High Inventory-Low
Sales. The Need: More Sales-New
methods to meet circumstances.
The Solution: CSI's Lead Qualifier
Program. How it Works: Your sales
leads are sent to CSI immediately
following initial contact with your
sales staff, either in the showroom
or by phone, website contact, Go
RVing leads, and anywhere else
you might acquire leads. CSI then
makes a personal phone call to
each lead, captivating their atten-
tion before your competitor does
and establishing impressive
rapport! We will uncover the
prospect’s initial impression of your
dealership and staff; fully qualify
the lead including exact needs and
time frame for purchase; and
provide you with their Deal Maker!

Pre-owned RV Appraisal
Guidance

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

(800) 966-6232, Ext. 235

The N.A.D.A. RV Appraisal Guide
is an essential tool for dealers
needing to determine the average
market value for used RVs. A new
online program, RV Connect, is
also available that provides
updated RV values, creates custom
window stickers for both newer
and older RVs, and more. These
products are all available at the
RVDA “members only” rate.

N\
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Propane and Propane Supplies
Suburban Propane
www.suburbanpropane.com
sholmes@suburbanpropane.com
(800) 643-7137

Suburban Propane offers discounts
to RVDA members on propane
along with attractive and safe
equipment for refilling most any
propane cylinder, 24-hour service,
on-site “Train the Trainer” instruc-
tion 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

RVDA/Spader 20 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.

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

The RVDA Discount Shipping
Program, managed by PartnerShip,
provides RVDA members with
substantial shipping discounts.
RVDA members who enroll in the
free program will save on small
package shipments with FedEx and
less-than-truckload (LTL) freight
shipments with UPS Freight and
Con-way Freight. Visit our website
for more information and to enroll.

Software & Consulting Services
KPA

www.kpaonline.com
ccreuziger@kpaonline.com

(303) 228-2383

KPA provides consulting services
and software to more than 5,100
automotive, truck, and equipment
dealerships. Its Environmental
Health & Safety product line
provides on-site, on-call, and online
services. Its Human Resource
Management software, a total HR
solution designed in collaboration
with leading labor and employ-
ment attorneys, ensures your
business is in complete compliance
with state and federal regulations.
Users have access to on-demand
advice from attorneys with
expertise in the RV industry.

Visit www.rvcareers.org

i RV dealers can access resumes and |
i post job openings through a :
i partnership with Boxwood :
Technology at www.rvcareers.org.
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Don't see your

events listed? Visit
www.rvtrainingcalendar.com
to upload your events

to the calendar.

RVDA Welcomes
Our Newest Members

10/1/15 - 10/31/15

Dealers
BOE Marine & RV
Stevensville, MD

Coastal RV
Carrollton, VA

Day's RV & Auto Sales
LLC, Corbin, KY

The RV Man
Colton, CA

Aftermarket
Aspen RVs
Snowmass Village, CO

RV Specialists Inc.
San Diego, CA

Rentals
Fractional Toy Store
Woodbury, MN

RV Phoenix LLC
Gilbert, AZ

Tinno's RV Rental
Tustin, CA
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ONGOING ONLINE EVENTS:

FRVTA's Distance
Learning Network -
Training for Every
Position at Your
Dealership

Customer
Service
Training
through
FRVTA's DLN

Technician
Certification
Self-Study
Prep Course

Service Writer/
Advisor
Training
through
FRVTA's DLN
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