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Quick Takes

They're comin’ to America! Numbers are rising for
international visitors, who have a huge effect on the
travel economy and the RV rental business.

Passport to Excellence: Visit the Top
Destination for Dealership Training and
Education

RVDA's convention/expo is the only event created by and
for RV dealers and their personnel. Take a look at the
opportunities available for you and practically everyone

else on your staff in this preview of the Nov. 2-6 event at
Bally's in Las Vegas.

EVERY Night is Opening Night in RV Sales!

Internationally acclaimed speaker and business author
Scott McKain says dealership salespeople could take a
lesson from stand-up comics — but not the lesson you
might think.

10 Fatal Errors Salespeople Make

Some salespeople have a knack for making a difficult job
even harder. If you witness any of these signs, it's time for
an intervention.

Ask For Referrals and Increase Sales
Effectiveness 25%
A referred customer is a golden customer — he's already

been sold by a friend or relative. Here's the proper way to
ask for more of these golden individuals.

Proposed Overtime Rules May Require
Dealers to Alter Pay Plans
Millions more American workers will be eligible for

overtime pay under the Department of Labor’s proposed
changes to the fair-labor law.

Mick Ferkey: Service Department is the
Backbone of His Dealership

Dealer Mick Ferkey is proud of his staff of certified
technicians and shows them off in some creative ways
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LOOKING AHEAD

CFPB Overreach
Hits New Heights?

By Phil Ingrassia, CAE, president

c an a government agency formed to protect
consumers actually do the exact opposite?

In Washington, D.C., it seems anything is
possible, and a recent consent order entered
into by the government and American Honda
Finance won't help car buyers get better
interest rates.

Last month, Honda’s captive finance
company agreed to settle lending bias claims
by the Consumer Financial Protection Bureau
(CFPB) and to limit dealer “discretion” to 1.25
percentage points for loans up to 60 months and
to one percentage point for loans longer than 60
months. Although Honda Finance agreed to pay
a $25 million settlement, the company admitted
no wrongdoing, saying that its lending prac-
tices have been “fair and transparent.”

“There’s no getting around the fact that
this enforcement action is going to reduce the
savings consumers depend on when financing,”
said American International Automobile
Dealers Chairman Brad Hoffman. “Everyone
in our industry is mystified as to why the
government continues to overlook its own
common-sense approach in favor of the anti-
consumer methods forced on Honda Finance.”

Of course, Honda Finance isn’t in the RV
financing business, but the CFPB’s actions
show the agency continues to take aim at
dealer reserve. At least for now, another captive
under a similar CFPB investigation, Toyota
Financial, told Automotive News that it “has
no plans to change our pricing model” when it
comes to working with its dealers.

In Congress, frustration with the CFPB’s
lack of accountability continues to grow. Senate
Banking Committee Chairman Richard Shelby
(R-AL) points out that the CFPB has grown
to more than 1,450 employees and expanded its
enforcement power to cover everything from
telecom companies to vehicle finance.

“These actions, like others undertaken by
the bureau since its formation, have not been
without controversy,” Shelby said. “Many
would say that some of them go beyond what
Congress envisioned in Dodd-Frank,” the bill
that created the CFPB and specifically
exempted auto, RV, and boat dealers from
agency oversight. In fact, NADA recently
submitted a Freedom of Information Act
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request to the CFPB asking for an “internal
memo” from the agency, discussed in a recent
American Banker article, which seemed to
indicate that the CFPB’s goal was to target
dealer reserve. Publicly, the CFPB has long
held that its intent is not to target dealer
reserve, since the CFPB is not authorized to
directly regulate dealers.

Shelby and other lawmakers have good
reason for concern because Congress has
absolutely no control over how the CFPB
spends its federal dollars. The CFPB operates
outside of the normal appropriations process,
while other independent agencies like the
Securities & Exchange Commission and
Federal Trade Commission are subject to
Congressional oversight.

“Congressional oversight of the bureau is
critical now more than ever because of the
CFPB’s growing reach over the practices of
individuals and companies in the financial
sector,” Shelby said. “I am confident, however,
that the time will come when we reassert our
constitutional prerogative.”

One measure, H.R. 1737 — a bill intro-
duced by Reps. Frank Guinta (R-NH) and Ed
Perlmutter (D-CO) - the “Reforming CFPB
Indirect Auto Financing Guidance Act” -
would rescind the flawed finance guidance that
is threatening how vehicle financing works
today. The bill has the support of RVDA,
NADA, RVIA, and others in the vehicle
industry.

The bill would require the CFPB to
follow a transparent process when issuing
vehicle finance guidance. The CFPB issued its
auto finance guidance in 2013 without prior
notice, public comment, or hearings.

With RV, auto, and light truck sales
booming, the CFPB continues to meddle in
one of the great success stories of the U.S.
economic recovery. RVDA and its allies firmly
believe eliminating dealer-assisted financing
would lessen competition in the RV financing
marketplace and result in higher interest rates
for all consumers. RVDA will continue to keep
members informed and work in the best inter-
ests of its members on this issue.

Thanks for your
support.
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Keep the Momentum

By John McCluskey, chairman

Going

As we pass the halfway point of the summer selling season, the
industry remains on target to set towable RV sales records in
2015, barring some significant event that impacts the economy and
consumer confidence.

The strong economy will lead to interest rate increases during
the second half of this year. Inventory costs will approach more
normal levels, so we will have to pay more attention to our inven-
tory levels. Also, industry consolidation has increased the contin-
gent liabilities for the major manufacturers, so their buyback agree-
ments will come under review. This may lead to shortened curtail-
ment schedules for us.

Prosperity breeds expansion

All the momentum the RV industry has enjoyed is leading to
a number of dealership expansions and acquisitions. We’re also
seeing new entries into the RV industry, something that hasn’t
happened in a long time.

Many dealers in my 20 group have added new locations or are
in the process of doing so. The key concerns are the lines available
in any given market and all the issues of dealing with new products
and/or manufacturers. Staffing is another issue — who will run the
new location? A startup needs new staff, and if you buy a dealer-
ship, the existing staff generally needs retraining. They often come
with bad habits and need to be reeducated on basic business prac-
tices, as well as the new owner’s policies and systems.

Fortunately, RVDA and the Mike Molino RV Learning
Center have resources to help. This issue focuses on one of those
resources — the RV Dealers International Convention/Expo — and
there really is no better way that I've found to educate management
staff in one place.

RVDA Convention/Expo Committee Chairman Ron
Shepherd and his team continue to improve the workshop offer-
ings, which include experts in each key area of dealership opera-
tions. (See convention schedule pages 18-19) There are also tech-
nical experts available in many of the Vendor Training + Plus
sessions that kick off the convention on Monday and Tuesday. And
the expo provides attendees with access to virtually all the key
vendors and service firms that support dealership operations.

Dealer registrations are up about 10 percent as I write this,
so I encourage you to sign up now and join your colleagues in
Las Vegas.

Other education opportunities

The RV Learning Center is also working on educational offer-
ings beyond the convention. The Learning Center published a
completely revised version of its popular Service Management
Guide earlier this year, is relaunching the RV Technician Today e-
magazine as a 24/7 subscription-based website, and is continuing
its series of free webinars in conjunction with our partners at KPA.
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“RVDA and the Mike Molino RV Learning
Center have resources to help. This
issue focuses on one of those
resources — the RV Dealers International
Convention/Expo — and there really is
no better way that I've found to
educate management staff in one place.”

The Learning Center’s Program Oversight Committee is also
working to update some of the fixed-operations certification
programs and accompanying learning guides so that we have the
latest information available to the people at the front lines of serv-
icing our customers.

We couldn’t do this without industry support. Please take a
look at the list of contributors to the RV Learning Center on
page 33. We have a number of new contributors, as well compa-
nies that have renewed their support. Thanks to all of you who
help make continuing education possible with your donations and
participation.

RV industry trade events

Ever since the Elkhart Open House Week took root as an
annual September event, the concept of co-locating RVDA’s
convention and the National RV Trade Show has been an ongoing
discussion. RVDA’s board of directors continues to look at options.
We've heard from dealers who would like to reduce travel costs and
the amount of time spent away from the dealership, but maintain
the same high level education opportunities provided by RVDA.
Another goal would be stronger involvement from manufacturers
and suppliers in any RVDA-organized event.

There’s nothing new to report right now, and there are a lot
moving parts to consider, but it remains something on the table,
just as it has for the past five years.

For now, RVDAs attention is focused on our upcoming event
in Las Vegas. One of the ways to expand your business is to
increase the capacity of your employees. As you'll see throughout
this special issue, the convention is a great place to do just that. It’s
another resource that will help your business finish the year strong.

//// m@’%
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RVDA BOARDS

Chairman

John McCluskey
Florida Outdoors RV
Center

Stuart, FL

(772) 288-2221

john@floridaoutdoorsrv.com

1st Vice Chairman
Brian Wilkins

Wilkins R.V. Inc.

Bath, NY

(607) 776-3103
bwilkins@wilkinsrv.com

2nd Vice Chairman
Darrel Friesen

All Seasons RV Center
Yuba City, CA

(530) 671-9070
Darrel@
allseasonsrvcenter.com

Treasurer

Tim Wegge

Burlington RV Superstore
Sturtevant, WI

(262) 321-2500
twegge@burlingtonrv.com

Secretary

Mike Regan
Crestview RV Center
Buda, TX

(512) 282-3516
Mike_regan@

crestviewrv.com

Past Chairman

Jeff Hirsch

Campers Inn of Kingston
Kingston, NH

(603) 642-5555

jhirsch@campersinn.com

Director

Rod Ruppel

Good Life RV
Webster City, IA
(515) 832-5715
rod@webstercityrv.com

Director

Sherry Shields

Pan Pacific RV Centers Inc.
French Camp, CA

(209) 234-2000
sherry@pprv.com

Director

Ron Shepherd
Camperland of Oklahoma,
LLC

Tulsa, OK

(918) 836-6606
ron_shepherd@

camperlandok.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

Tom Stinnett

Tom Stinnett Derby City
RV

Clarksville, IN

(812) 282-7718

tstinnett@stinnettrv.com

RV Learning Center
Chairman

Jeff Pastore

Hartville RV Center
Hartville, 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@hemlockhillrv.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

Hlinois

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, A

(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

Mississippi

Stephen (Snuffy) Smith
Country Creek RV Center
Hattiesburg, MS

(601) 268-1800
snuffy@countrycreekrv.net

Missouri

Ted Evans

Mid America RV Inc.
Carthage, MO

(417) 353-4640

tevans@midamericarv.com

Montana

Ron Pierce

Pierce RV Supercenter
Billings, MT

(406) 655-8000

rpierce@pierce.biz

Nebraska

Tony Staab

Rich & Sons Camper Sales
Grand Island, NE

(308) 384-2040

tony@richsonsrv.com

Nevada

Beau Durkee

Carson City RV Sales
Carson City, NV
(775) 882-8335

beau@carsoncityrv.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) 882-2335

mark@

southemrvsupercenter. 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
rv8955@aol.com

Washington

Ron Little

RV’s Northwest Inc.
Spokane Valley, WA
(509) 924-6800

ron@rvsnorthwest.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

Sonny Rone

Sonny’s RV Sales Inc.
Evansville, WY

(307) 237-5000
rentals@sonnysrvs.com

VACANT
Hawaii

North Dakota

AT-LARGE

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 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@webstercityrv.com

Rod Ruppel

Good Life RV
Webster City, IA
(515) 832-5715
rodruppel@gmail.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

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



TAKES

Ratio of
international
bookings done by
some of the largest
U.S. RV rental
companies

$250bil|ion

Amount international
visitors are expected

$221 billion

Amount spent by to spend in 2021

international visitors on
travel in the U.S. last year

776 million

Number of international
visitors who will stay one
or more nights in the
United States this year

¢ Information and
data from USDC
and Travel Weekly



PASSPORT TO EXCELLENCE

Learn How to Stand Out from the Competition at this Year’s
RV Dealers International Convention/Expo

By RVDA staff

he RV industry is on fire again — and your

employees need updated skills so your deal-

ership can take advantage of the red-hot

market. Look no further than the 2015 RV
Dealers International Convention/Expo, which
offers training and inspiration for almost every deal-
ership employee.

Seven education tracks — dealer/GM, sales,
parts, service, rental, social media/e-marketing, and
F&I — will provide fresh takes on operating dealer-
ship departments more efficiently and profitably.
Each of the workshop presenters has been carefully
vetted by the dealers on RVDA’s convention/expo
committee to ensure that attendees get the most
value from their convention investment.

Speakers include a selection of RVDA
newcomers, such as Nancy “The Telephone Doctor”
Friedman, and popular speakers
who consistently rate high among
convention attendees, including
Chuck Marzahn of Marzahn and
King Consulting and David Foco
of A World of Training. See pages
18-19 for the schedule matrix.

In addition to the workshops,

Check RVDA's convention website,
www.rvda.org/convention, frequently for
updates on workshop room locations,
additional events, online registration, hotel

reservations, and more. You can also view
the exhibitor list, download the convention
app, and read about workshop presenters.

16 of the industry’s top companies will present a

total of 19 educational sessions during this year’s

Vendor Training +Plus program. Topics include

hiring and retaining the right employees, new DMS

technology, marketing and selling to the online

buyer, installing on-demand water heaters, and
more. See page 12 for times and
topics.

The expo halls will be filled with
manufacturers and suppliers who are
eager to do business with dealers and
their managers. Well-known compa-
nies such as Diversified Insurance
Management and Protective Asset
Protection will be on hand, as will
some new faces, like Genius Monkey
and Infinity Luxury Woven Vinyl.
Exhibit space is selling fast, an indica-
tion of the RV industry’s renewed
strength.

Also on the roster: Five Partners
in Progress committee meetings are
currently scheduled. These sessions
give retailers the chance to discuss

important dealer/manufacturer issues, as well as
review the results from RVDA’s annual Dealer
Satisfaction Survey (DSI). Check www.rvda.org
throughout the summer
for additional listings.

Up and coming RV
executives will find
events that are of partic-
ular interest to them
marked on the matrix
with the Young
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Executives logo. These include not only workshops,
but also a reception on Wednesday.

The Society of Certified RV Professionals returns
with a reception on Monday that will recognize certi-
fied professionals and feature a popular 2014 speaker,
Bob Clements.

The RV Rental Association in partnership with
the MBA RV Rental School will present a mini rental
school on Tuesday during which presenters will help
dealers decide if rentals are the right business to enter.

Once again, RVBusiness will present its Top 50
Dealers Awards during a reception Wednesday
evening. All badge-wearing convention attendees are
invited to the event. =

Keynoter Scott McKain Will
Show Dealers How to Stand
Out From the Competition

I nternationally acclaimed
speaker Scott McKain once
wrote that business success most
often is achieved by taking some-
thing ordinary and developing an
approach that makes it stand out.
“You should sell vanilla ice cream
distinctively,” says the author of
“Create Distinction: What To Do
When ‘Great’ Isn't Good Enough
To Grow Your Business.”

McKain specializes in helping
companies figure out what it is
that makes them different from their competition
and how to use those unique differences to their
advantage. Although it’s tempting to market with
glitz and flash, he says, “true distinction is the
result of substance — not splash.”

McKain, the author of three business best-
sellers, has presented his message to a variety of
international companies, including BMW, Merrill
Lynch, McAfee, Colgate, and Hallmark. He will
bring his message during the general session on

Nov. 3. See his story on page 16. =

AGENDA-AT-A-GLANCE*

Monday, November 2

11:30 a.m. - 2:30 p.m.
12:00 p.m. - 5:00 p.m.
2:45 p.m. - 5:00 p.m.

2:45 p.m. - 3:45 p.m.
5:15 p.m. - 6:30 p.m.

RVDA of America Board of Delegates
lunch & meeting

RVDA of Canada Board of Directors
lunch & meeting

Vendor Training Plus+
Partners in Progress meetings
KZ RV Partners in Progress meeting

Society of Certified RV Professionals
reception with Bob Clements

Tuesday, November 3

8:00 a.m.
8:15 a.m. - 11:45 p.m.

8:15 a.m.-2:15 p.m.
9:30 a.m. - 10:30 a.m.
10:45 a.m. - 11:45 a.m.

12:00 p.m. - 1:00 p.m.
12:00 p.m. - 2:00 p.m.

1:15 p.m. - 2:15 p.m.
2:30 p.m. - 4:00 p.m.
4:00 p.m. - 7:00 p.m.

Dealer lounge opens

The Adaptable (Young) RV Executive,
Special Guest: David Spader

Vendor Training Plus+
Jayco Partners in Progress meeting

Forest River Towables Partners in Progress
meeting

PrimeTime Partners in Progress meeting

Learn How Renting Will Enhance Your
Sales, Service, Parts and F&l Business -
an RVRA special session in partnership

with the MBA RV Rental School
Winnebago Partners in Progress meeting
General session and keynoter

Expo open with receptions in both halls

Wednesday, November 4

8:00 a.m.
9:00 a.m. - 10:00 a.m.
10:15a.m.-11:15 a.m.

11:00 a.m. - 3:00 p.m.
2:00 p.m. - 3:00 p.m.
3:15 p.m. - 4:15 p.m.
4:15 p.m. - 5:30 p.m.

Dealer lounge opens

Concurrent workshops

RVDA of America annual meeting
RVDA of Canada annual meeting

Parts & service management track
workshop

Expo open (lunch served at noon)
Concurrent workshops
Concurrent workshops

Young Executives reception

Thursday, November 5

8:00 a.m.

9:00 a.m. - 10:00 a.m.
10:15 a.m.-11:15 a.m.
11:00 a.m. - 2:00 p.m.
2:00 p.m. - 3:00 p.m.
3:15 p.m. - 4:15 p.m.
4:30 p.m. - 5:30 p.m.

Friday, November
7:30 a.m.

8:00 a.m. - 2:00 a.m.
9:15a.m.-10:15 a.m.

* Subject to change

Dealer lounge opens

Concurrent workshops
Concurrent workshops

Expo open (lunch served at noon)
Concurrent workshops
Concurrent workshops
Concurrent workshops

6

Coffee service
Compliance education
Compliance education
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Vendor Training +Plus Offers
Training on the Latest Products

endor training +Plus topics are designed to help

dealership management increase profitability through
increased knowledge of the latest products and services on
the market. The sessions begin on Monday, Nov. 2, and
continue through Tuesday, Nov. 3. Vendor Training +Plus is
free for all full convention registrants, so dealers should plan
to arrive early in the week to take full advantage of these

extra sessions. Registered dealers can bring additional staff
to attend Vendor Training +Plus at the special rate of $205
per person. This two-day fee includes the training sessions
and Tuesday's reception in the expo halls.

* This is a partial schedule - for updates, check the 2015 RV
Dealers International Convention,/Expo website frequently at
www.rvda.org,/convention.

MONDAY 11/2

2:45 Diversified Insurance Management Inc.
and P&H Group Greg Arfman
A Leadership Primer

3:45

TUESDAY 11/3

8:15 -
The Omnia Group
Carolyn Eagen
Hire and retain Top
Talent!

9:30 ) )
AIRXCEL Inc. Lippert Components IDS - Integrated Dealer | PullRite Ron Wheeler
Rick Link — New Steve Paul & Jarod Syst:ms J Scott Later
Products from MAXXARR | Lippert Mark Berggren an Thin

. gs Every RV
and ?U_BURBANJ Turnkey Profit Center Ajay Thakur Executive Should Know
Re?{otl;lhoncry an Programs from Lippert | Using New IDS About 5th Wheel
Reliable Components Technology to Improve | Towin
P gy p 9
10:45 the Customer
Diversified Insurance RV Inspection Experience Brown & Brown Ron Wheeler
Management and P&H | Connection (2 Hour Session) Recreational Insurance
Group Terry Cooper
Greg Artman Increasing Your Bottom
Cash Conversions Line with Certified Pre-
Owned RVs
12:00

American Guardian eBay Motors Genius Monkey
Group of Companies Clayton Stanfield Jeremy Hudgens
Charles Campbell The Online (Sales) Technology & Big
Maintaining Profits and | Playbook Workshop Data...What It Means
Compliance in Today’s To Your RV Lead
Legal Environment Generation

1:15
RV DealerPRO Training | RV Inspection Connection | WFCO Electronics Brown & Brown Ron Wheeler
Don Reed & Tim Kintz Terry Cooper — Learn Tom Ryan Recreational Insurance
Leading From the How o.Cerhffled RV Why WFCO products
Neck Up to Bring Your E:E;ZTTS:“? CY;):r are “The HEARTBEAT

t f T ’ R r,ou

Net Up Reduce Your Headaches| © S gRE

2:15

(As of July 24)

12 RV EXECUTIVE TODAY
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EXhib“’O IS asof July 24

For information on exhibiting,
please contact Julie Newhouse at

jnewhouse@rvda.org
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A World of Training
ADESA Specialty

Auctions
Adventure on Earth
Airstream Inc.

+ AIRXCEL RV Group

Silver Partner:

Ally Financial

+ American Guardian
Group of Companies

America’s RV and
Marine Auction

Aqua-Hot Heating
Systems Inc.

ARI

Arrow Distributing Inc.

ASA Electronics
Auction123.com

Bronze Partner:
Bank of America
Merrill Lynch

Bronze Partner:

Bank of the West
Bison Coach
Blue Ox

Bob Clements
International

Brasher’s Northwest
Auto Auction

+ Bronze Partner:
Brown & Brown
Recreational
Insurance

Carefree of Colorado

CDK Globadl

Cequent Performance
Products

Cirrus Solutions

Coach Lift by S & S
Mobility Products, LLC

Coach-Net

Coast Distribution
System

CrossRoads RV
Cruiser RY, LLC

Cummins Onan

14 RV EXECUTIVE TODAY

Dealer Spike RV
Dexter Axle Company

+ Bronze Partner:

Diversified Insurance
Management Inc.

DRV Luxury Suites, LLC
Duratain Inc.

Dutchmen
Manufacturing Inc.

EasyCare RV
EBay Motors
Equalizer Systems

Bronze Partner:
Forest River Inc.

Platinum Partner:

GE Capital,
Commercial
Distribution Finance

Genius Monkey
Haulmark Motorcoach

Heartland Recreational
Vehicles, LLC

Highland Ridge RV Inc.
Highlands Financial

IDS - Integrated Dealer
Systems

IHS Automotive

Infinite Creative
Enterprises Inc.

Infinity Fabrics, LLC
K & K Insurance Group

Kampgrounds of
America

Keystone RV Company
KZ RV

Lance Camper
Manufacturing

Corporation (LCMC)
Level 5 Advertising
Lippert Components Inc.
Livin” Lite RV Inc.

Marzahn & King
Consulting Inc.

Bronze Partner:
MBA Insurance Inc.

Medallion Bank

Merrick Bank

Mobile Sleep
Components (RV
Mattresses)

MORryde International
Inc.

NADAguides &
NADAguides.com

National Automotive

Experts/NWAN
Newmar Corporation
NextGear Capital

Northpoint Commercial
Finance, LLC

NTP-STAG
+ The Omnia Group
Pettes & Hesser, Ltd.

Phoenix American
Warranty Co. Inc.

Pirit Heated Hose

Priority One Financial
Services Inc.

Progress Mfg. Inc.

Cold Partner:
Protective

+ PullRite
REBS Marketing
Riverside Travel Trailer

Roadtrek Motorhomes
Inc.

Robert Weed Plywood
Corporation

RV Comfort Systems
+ RV DealerPro Training

+ RV Inspection
Connection

RV PRO Magazine
RV Trader

RV/MH Heritage
Foundation

RVDA

RVing ACCESSibility
Group Inc.

RVM Promotions
Sobel University

Spader Business
Management

Spartan Chassis &
Specialty Vehicles

Statistical Surveys Inc.
Suburban Propane

Sys2K / RV123.com

Bronze Partner:
TCF Inventory
Finance Inc.

Tents for Troops & RV's
Too

Silver Partner:
Thor Industries Inc.

Thor Motor Coach Inc.
Titan Tire Corporation

Tom Manning &
Associates Inc.

Tuson RV Brakes LLC
Tyron USA

U.S. Bank, Recreation
Finance

United States Warranty

Corporation

Vision Selling Systems

+ WFCO Electronics
+ Wheeler Advertising Inc.

Wolters Kluwer Financial
Services

Zamp Solar, LLC

Partners . . . . ..
Sponsor . ... ...
Vendor Training +Plus . .

New Exhibitor

EDUCATION & TRAINING
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EVERY Night Is Opening
Night In RV Sales!

By Scott McKain

y wife Tammy and I
recently bought tickets to
see a comedian who was

headlining in Las Vegas. He was in
a casino’s showroom for the
weekend, and we figured his
Sunday night performance would
be the easiest of the shows to
obtain good seats. He’s one of
Tammy’s favorites from the “Blue
Collar Comedy” channel on
Sirius/XM, and we were ready for
an evening of fun.

We were right about the
seating...but wrong about the
performance.

The opening comedian was
sharp, if under-appreciated. His act
was very professional and funny,
with a tight set that focused on his
problems being a newly-single guy.
But the packed venue was there for
the headliner, not the warm-up.

Then the main stand-up saun-
tered out, sat on a stool, and lazily
worked his way through an hour.
He apologized for sitting, blaming

16 RV EXECUTIVE TODAY

it on a fall that broke a couple toes,
then launched into a mostly
stream-of-consciousness tirade on
his accident. His rant was sloppy
and not really funny.

We were very familiar with this

comedian and assumed the show
would be a bit profane and edgy.
What we didn’t expect was that he
would do none of the material he’s
recognized for and instead use a
packed Vegas showroom as his test
lab for new stuff.

Years ago, I had the greatest
part-time job in the world: a movie
reviewer, syndicated to television
stations in the United States,
Canada, and Australia. I had the
opportunity to interview the
biggest celebrities in Hollywood
and was intrigued by the desire of
several major movie stars to forego
the big bucks of film and spend
time onstage in a Broadway
production, doing up to eight
performances a week before a live
audience.

“These famous actors
said that, unlike with a
Hollywood production
where you can do
multiple takes until you
get the performance
perfect,

...meaning that

every night is opening
night for that audience.”

Passport
Excellence

EDUCATION & TRAINING

These famous actors said that,
unlike with a Hollywood produc-
tion where you can do multiple
takes until you get the performance
perfect, the theater gives you just
one shot...meaning that every
night is opening night for that
audience. In other words, the
special discipline of stagecraft made
their film work sharper and more
precise.

Critical point #1:

What are you doing to make
your work at the dealership sharper
and more precise? I'd suggest that
one of the most important reasons
to attend your upcoming conven-
tion is that it’s an opportunity to
learn, share, and grow.

I wish the comedian Tammy
and I saw that night had realized
his fans were there to see his best
work. As a speaker, I have to work
on new material and broaden my
content — just as a comedian must
develop new jokes and bits.
However, I would never try an
entirely new presentation on any
audience! For that particular group,
it’s their opening night.

How does this relate to your
dealership? Every time someone on



your team talks to a customer or
prospect, demos the various
teatures, services an existing
customer’s RV, or asks someone for
the sale, it’s “opening night.”

Sure, there will be times when
you're tired after working long
hours, and there will always be
frustrated or inconsiderate
prospects who don't respond to
your “performance.” However, it’s
the discipline of getting each
performance right that will make
all of your work sharper and more
precise.

I'm writing this on a Southwest
flight heading from Las Vegas to
San Antonio. The flight attendants
delivered the safety instructions
speech with fun and a sense of
theatre. They've probably made the
same presentation twice today
before I boarded the plane, but you
wouldn’t know it. It’s part of why
so many customers find Southwest
to be distinctive.

Critical point #2:

How are you creating that
“opening night” experience for your
dealership’s customers every time in
sales and service?

“ALL Business is Show
Business” is the title of my first
book, and the philosophy applies to
your business. A “show business”
only succeeds when it creates a
compelling connection with the
audience. If we don’t care about the
characters, we won't keep watching
the show and recommending it to
friends. If prospective customers
don't feel like you care about them,
they’ll wonder if you'll provide
good service after the sale, and they
certainly won’t recommend you as
the RV dealer of choice to their
friends.

In business, we frequently focus
on the product and price and don’t
pay enough attention to the experi-
ence we're creating. Price only
becomes of critical importance to

customers when they can’t find
anything else about your dealership
that differentiates you from the
competition.

If you can create a compelling
experience and that “opening
night” feeling every time you have
a conversation with a customer or
prospect — you'll create distinction
and set yourself apart from the
competition.

Scott McKain is an internation-
ally acclaimed speaker and author of
three bestselling books, including
“Create Distinction: What to Do
When ‘Great’ Isn't Good Enough to
Grow Your Business,” which was
named one of the top 10 business books
of the year. McKain specializes in
helping businesses discover their
unique strengths so that they can
stand out from a crowded field of
competitors. He will be the keynote
speaker during the Nov. 3 convention
general session. For more information,
see the matrix on page 18. m
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E 11:00 a.m. - 5:00 p.m.J 11:00 - 5:00 p.m. RVDA of Canada Board of Directors lunch & meeting ¢  11:30 a.m. - 2:30 p.m. RVDA of America Board of Delegates
[aY 2:45 - 3:45 p-m. | Pariners in Progress meeting: 2:45 - 3:45 p.m. KZ RV
y 4 —
2:45-3:45 p.m. | Vendor Training +Plus: A Leadership Primer, Diversified Insurance Management Inc. & P&H Group
(o) P
E 5:15 - 6:30 p.m. | Society for Certified RV Professionals Reception “Think your way to success!” Bob Clements Sponsored by Protective Asset Protection
. . Hire and Retain Top Talent!
8:15am.-| &15-%15am. | o omnia Group
2:15 p.m. New Products from MAXXAIR and SUBURBAN — Turnkey Profit Center Programs from Lippert Components Using Ne
9:30 - 10:30 i J
: 2V a.m. | Revolutionary and Reliable, AIRXCEL Inc. Lippert Components Experienc
Vendor . . Cash Conversions, Diversified Insurance Increasing Your Bottom Line with Certified Pre-Owned RVs | Integratec
™ Trai"i“g 10:45 - 11:45 a.m. | Management Inc. & P&H Group RV Inspection Connection
i +PluS: | 12:00 - 1:00 p.m, | Maintaining Profits and Compliance in Today's The Online (Sales) Playbook Workshop Technolog
— : : Y p.m. Legal Environment, AGWS eBay Motors Generatic
- 1:15 - 2:15 Leading From the Neck Up to Bring Your Net Up Learn How a Certified RV Inspection of Rental Units Can Why WF
E : #19 P-M- | RV Dealer Pro Training Reduce Headaches, RV Inspection Connection Today's R
faY 8:15- 11:45 a.m. l:| The Adaptable (Young) RV Executive, Special Guest: David Spader (additional fee and advanced registration required)
:.’u, 9:30 a.m. - 2:15 p.m.| Partners in Progress meetings: ~ 9:30 - 10:30 a.m. Jayco . 10:45 - 11:45 a.m. Forest River Towables . 12:00 - 1:0
=
[l 12:00 - 2:15 p.m. | Learn How Renting Will Enhance Your Sales, Service, Parts and F&I Business, Scott Krenek, Martin Onkin, & Dan Pearson, RVRA in partnership
2:30 - 4:00 p.m. | GENERAL SESSION: Create Distinction — When “Great” Isnt Good Enough to Grow Your Dealership, Scott McKain Platinum Ballroom
4:00 - 7:00 p.m. | Expo Open with Reception in Both Halls
7:00 - 8:30 p.m. | RVDA of Canada Reception (open fo all Canadians)
ebucatioN TRacks: SDEALER/GM SALES SOCIAL MEDIA/eMARKETING § ¥4
8:00 a.m. Dealer lounge opens Sponsored by Thor Industries
Eliminating that Demarcation Line Principle Centered Selling l:| How Positive Reviews Drive Ethics f
< 9:00 - 10:00 a.m. | Between Your Departments Randy Sobel Traffic to Your Dealership Bill Kos
NG David Foco Peter Martin
: 10:15 - 11:15 a.m.| RVDA of America Annual Meeting ° RVDA of Canada Annual Meeting
E 11:00 a.m. - 3:00 p.m.|] Expo Open (Lunch Served in Both Halls beginning at noon)
(a) 7 Traits of a Successful Leader D The Customer of the Future - Creating a Killer Online Turning
(23 2:00- 3:00 p.m. | Nancy Friedman Will Tomorrow’s Customer Be Yours? Video Strategy The Imj
E Christine Corelli Phil Sura Option:
T
(o] Overcoming Profit | Best Practices D Telephone Inquiries Are Not Always Driving Service Revenue to 3 Oppc
<l 3:15-4:15 p.m. | Pitfalls, Chuck ! in Hiring, About Price, Nancy Friedman Improve Vehicle Sales Says ‘N
; Marzahn ! Maryellen Adams Peter Martin
4:15 - 5:30 p.m. |:| Young RV Executives Reception Sponsored by Coach-Net
5:30 - 7:30 p.m. | RVBusiness Top 50 Dealers Awards Reception Platinum Ballroom
Key to Determining the Hiring and D How to Sell to Women Social Media & Website Content A Fast’
9:00 - 10:00 a.m. | Development Criteria for Top Sales Christine Corelli & Doug Dvorak Andlysis and Strategy Greg A
Performance, Ricardo Roman Bob McCann
TBD Just Close It - Digital Marketing - What's Now |:| Chemic
10:15- 11:15 a.m. If You Don’t Close, You Lose and What's Next A Hass!
n George Dans Samantha Scott Wade'
~
= 11:00 a.m. - 2:00 p.m.] Expo Open (Lunch Served in Both Halls beginning at noon)
—
- 2:00 - 5:30 p.m. | Optional Events
g Displaying Dynamic Leadership in Your Putting the Principles at Work Five Myths About Search Using |
=X 2:00- 3:00 p.m. | Dealership: How to Succeed in Business in Your Dealership Engine Marketing Rich M
'&’ Doug Dvorak Randy Sobel Bob McCann
=) Aligning Your Team for Results Obtain and Surpass Your Goals Thru Digital Marketing for Dealers Keepin,
mel 3:15-4:15p.m. | Christine Corell Effective Appointment Setting & Self Rich Delancey World:
- Generating! Joni Stuker Duane
4:30 - 5:30 oum Follow Me, I'm Right Behind You! D Managing for Sales Success l:| Appeal to the' Eye, Engage for t.he Buy - Success
: WUPM- | How to Lead & Influence Others Doug Dvorak Leveraging Visual Selling Techniques Robert
Jody Urquhart Samantha Scott
5:30 - 7:30 p.m. | Evening Event

[4:10 8:00 - 10:15 a.m. I. 8:00 -9:00 a.m. Compliance Education: Compliance and Your Dealership: What You Don’t Know CAN Hurt You, Richard Moore




lunch & meeting

Preliminary Schedule: check rvda.org for updates
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w IDS Technology to Improve the Customer Things Every RV Executive Should Know Ron Wheeler
e About 5th Wheel Towing, Pullrite

| Dealer Systems (2-hour session) Brown & Brown Recreational Insurance Ron Wheeler
y & Big Data: What It Means To Your RV Lead

n, Genius Monkey

CO products are “The HEARTBEAT of Brown & Brown Recreational Insurance Ron Wheeler

V’s,” WFCO Electronics

) p.m. PrimeTime .

1:15-2:15 p.m. Winnebago Motorhomes & Towables

with the MBA Rental School

RENTAL

SERVICE

PARTS

or the RV Professional
ter |:| |

How Positive Reviews Drive
Traffic to Your Dealership
Peter Martin

Turn Your Service Lane
into a Selling Lane
Budd Blackburn

Hell Hath No Fury Like a
Customer Scorned
Nancy Friedman

Take on the Mass Merchandisers, the Internet and Win! Bob Clements

Declines into Dollars -
ortance of Expanded Finance
s John Haymond

Creating a Killer Online
Video Strategy
Phil Sura

Turn Your Service Department
into a Cash Machine
Bob Clements

Customer Care and Use Seminar - A
Path to More Parts & Accessories Sales
Greg Dewalt

rtunities When the Customer
lo’ Courtney Hennessey

Telephone Inquiries Are Not Always
About Price, Nancy Friedman

Driving Service Revenue to
Improve Vehicle Sales
Peter Martin

Creating a High Performance
Parts Department
Bob Clements

rack for F&l

rtman

Social Media & Website Content
Analysis and Strategy
Bob McCann

Manage Your Shop by the Numbers
Chuck Marzahn

TBD

al Treatments/Protectants:
e or Bringing Home the Bacon
Weiss

Digital Marketing — What's Now
and What's Next
Samantha Scott

Habits and Practices of the
Exceptional Service Advisor
Don Tipton

Developing a Powerful BDC
for Parts and Service
Joni Stuker

fluence With Integrity in F&

oore

T
Displaying Dynamic ! Five Myths About
Leadership Doug | SEO Marketing
Dvorak ! Bob McCann

1

I Love My Job, It's the People
I Can’t Stand!
Jody Urquhart

]

Can They Sell at the Counter, or
Are They Order Takers?
George Dans

g Up With Fraud in a Digital
Tips, Tools and Techniques
Bunn

L]

Digital Marketing for Dealers
Rich Delancey

Service Isn't a Department -
It's about the Attitude
George Dans

Are We Hiring Customer Facing
Employees in our Fixed Operations
Departments? David Foco

ful Menu Selling
A. Harkins

T
Follow Me, I'm Right ! Appeal to the Eye,
Behind You! Jody ! Engage for the Buy
Urquhart 1 Samantha Scott

Structure Your Service
Department fo Be Profitable
Don Tipton

Managing for Sales Success
Doug Dvorak

9:15-10:15 a.m. Compliance: The Steps of a Sale and the Laws/Regulations that May Apply, Courtney Hennessey

*Subject to change
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n educated, well-trained staff sets
your dealership apart from the

competition and wins over more

customers with its professionalism. RVDA's

convention/expo, slated for Nov. 2-6 at
Bally’s in Las Vegas, offers a week's worth
training opportunities for virtually every
dealership employee. Here's just some of
what you'll find:

HOLD)

7\
Protective.

Asset Protection

THOR

INDUSTRIES

ally

RV DEALERS INTERNATIONAL CONVENTION/EXPO

e Streamlined education
sessions with new
speakers

Wi-Fi equipped dealer
lounge
* Free smartphone app

for convention
schedule planning

of

2015 PARTNERS

J \),‘X“J\J/JJ///

GE Capital

¢ Vendor Training +Plus sessions on
Monday and Tuesday

e Workshops and reception
for up-and-coming young
RV executives

e Society of Certified
RV Professionals &
education recognition
and networking

MBA
Cvmne:.
tcf

inventory
finance

DIVERSIFIED

INSURANCE MANAGEMENT

T

BANKSWEST 8.

BNP PARIBAS GROUP

Bankof America "\)/
Merrill Lynch

Presented by:

RVDA==

The National RV Dealers Association
Powered by Dealers

T Mike Molino

‘ LEARNING )
“ CENTER
Developing Top Performers

Follow the conversation on:

FOR MORE INFO VISIT
WWW.RVDA.ORG/CONVENTION
AND REGISTER TODAY!



DEALER REGISTRATION FORM

1. Registration Information. Please copy this form if adding registrants.

Passport

Company Name to Excellence
EDUCATION & TRAINING

Phone Fax RV DEALERS INTERNATIONAL CONVENTION/EXPO

Address

City State/Prov Zip/PC Nov. 2-6, 2015

Email Bally’s on the Las Vegas Strip

2. Registration Fees:

et raq ; ; ; | Advanced Regular Amount
First registrant locks in today’s lowest rate for all future dealership personnel! i | A moun
First Registrant — includes Vendor Training +Plus, a $205 value! $659 $919 | S
Registrant Name Email

Badge First Name Please check here if you require special accommodations. [ ]
Second Registrant - includes Vendor Training +Plus, a $205 value! ‘ $639 ‘ S919 ‘ S
Registrant Name Email

Badge First Name Please check here if you require special accommodations. []
Third Registrant — includes Vendor Training +Plus, a $205 value! $639 S919 S
Registrant Name Email

Badge First Name Please check here if you require special accommodations. []
NON-MEMBER DEALER - includes Vendor Training +Plus, a $205 value! $1,299 'S
Registrant Name Email

Badge First Name Please check here if you require special accommodations. ]

| would like to add a contribution to the Mike Molino RV Learning Center to promote education for our industry. *

VENDORTRAINING + Pfus ~ Dealership must have one full convention registrant to bring additional employees JUST for Vendor Training +Plus.
The cost is $205 per person and includes Vendor Training +Plus training on Monday, Nov. 2 and Tuesday, Nov. 3,

ONLY and Tuesday’s reception in the Expo. Photocopy this form to add more registrants for Vendor Training +Plus.
Name Badge First Name Email S
Name Badge First Name Email S
3. Payment Information: TOTAL S
[J Full Amount or [ ] Easy Pay (credit card only: 3 equal installments will [] Check enclosed

be charged to your credit card, first on date received, then at 30 and 60 days). Charge my: []Visa [JMC []Amex []Discover
If neither box is checked you will be charged the full amount in one payment.

Name on Card Card # Expires Security Code
Billing Address City State/Prov Zip/PC

MAIL OR FAX A COPY OF THIS FORM TO:

RVDA of America, 3930 University Drive, Fairfax, VA 220302515 e (703) 591-7130 e Fax: (703) 359-0152 ® www.rvda.org

RVDA of Canada, Ste. 145, 11331 Coppersmith Way, Richmond, BC V7A 5J9 e (604) 718-6325 e Fax: (604) 204-0154 ¢ www.rvda.ca
CANCELLATION / REFUND POLICY: All cancellations must be in writing and received by August 31, 2015, to qualify for a refund. A $50 administrative
fee will be deducted from each refund request received by July 31, 2015. A $100 administrative fee will be deducted from each refund request received
between August 1, 2015 and August 31, 2015. No refunds will be made after August 31, 2015. *The Mike Molino RV Learning Center is a tax-exempt

organization as described in section 501(c)(3) of the Internal Revenue Code. Contributions may be tax deductible as charitable donations. 21



10 Fatal Errors Salespeople Make

By Doug Dvorak
S elling is intrinsically difficult, but

some salespeople make the process
even harder by committing these fatal
errors. Do you recognize any of them
in your sales staff?

1. Fails to project trustworthiness -
The salesperson’s body language,

tone of voice, and general
approach don't inspire confidence
in the prospect.

Doesn’t know the product -
Prospects have the right to ask all
sorts of questions, and the sales-
person is expected to have inside-
out knowledge about the product.
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3. Has no goals - Selling stops
happening when a person doesn't
set financial goals for himself.
Make sure the salesperson has a
big enough reason to keep on
selling.

4. Talks too much
- Salespeople
need to spend
more time
listening to
their customers
so they can then demonstrate how
the product will solve their
problems or fill their needs.

5. Has a one-track approach -
Personalize the sales presentation
with interesting stories or funny
quotes. Keep it lively.

6. Has a weak sales pitch — The
sales pitch is what catches atten-
tion. Salespeople simply can’t
spend enough time and care
working on theirs.

7. Pleads instead of persuades —
Don't plead — offer the right
meaningful information to
prospects and they’ll be persuaded

on their own.

8. Doesn't follow up — No matter
how the initial sales meeting goes,
you must enthusiastically follow
up on every lead generated.

9. Doesn't close = Don't relax just
because the presentation is going
well — a deal isn’t closed until the
payment has been secured.

10. Doesn’t know the customer —
Do as much preliminary research
as possible on your customers —
who are they, what they like, and
what they want.

Fundamental as these points are,
they’re too often skipped over by
management. Make sure your sales
team isn't making these mistakes. =
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Ask For Referrals and Increase
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Sales Effectiveness 25%

By Doug Dvorak

ome companies hardly use advertisements and do

most of their business on referrals. These companies
have realized that referrals are worth their weight in gold
for their potential to bring in new business. Salespeople
tire of making cold calls, knowing that the chances of
converting them into sales are very thin. Referred
prospects, on the other hand, are another story altogether.

Referrals remove doubts

There are solid reasons why referrals work. A referred
client is already inclined to trust the selling company
because he trusts the referrer. Since the referred client’s
friend or relative has used the product and vouchsafes its
quality, the salesperson doesn’t have to do much
convincing. It’s only a matter of answering a few additional
questions, and the salesperson can close the deal.

Let’s consider some examples. A consumer is more
likely to subscribe to a broadband connection service when
a friend is already using that service and likes it. The same
consumer might have resisted earlier efforts from the
broadband service provider’s salespeople.

You're more likely to join a social networking group
when your friends invite you to join than when you’re
solicited by an advertisement. Likewise, Cynthia Jones is
more likely to use an RV dealership if it’s been referred to
her by her friend Deborah Hill. She’ll just call up Deborah
to ascertain that the company does a good job.

Referrals not only work, they work faster. The referred
client has few doubts because he trusts the friend or
relative who recommended the product. Every salesperson
and business should therefore seek referrals.

Ask and ye shall receive
Get referrals by asking properly. Timing is crucial —

don’t ask immediately after you have sold to a client. The
client has just made a purchase. He'll be disinclined to
refer anybody without first having used the product for a
while. The best time to ask is a few days later when the
client has used the product and is happy with it. Another
good time to ask is after a customer service complaint has
been attended to satisfactorily.

Research shows that customers typically are ready to
give their opinion of a product 30 days after purchase.
Their happiness peaks at this point. So call up customers
and find out whether they’re happy with the product.
Happy customers will gladly reel off names and contact
information of friends and associates, which salespeople
can use to develop more — and quicker — sales.

Doug Dworak is CEO of DMG International, a worldwide
organization that offers sales and management training and
workshops. He has helped Fortune 1000 companies, small to
medium sized businesses, and civic organizations and has earned
an international reputation for his educational methods and
motivational techniques. He will present “Displaying Dynamic
Leadership in Your Dealership: How to Succeed in Business,”
‘How to Sell to Women,” and “Managing for Sales Success”
during the convention. For times, see the matrix on page 18. =
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Proposed Overtime Rules May Require Dealers to Alter Pay Plans

By Brett Richardson, RVDA Director of Legal & Regulatory Affairs

illions more American workers — including some RV

dealership employees — will be eligible for overtime
pay under the Department of Labor’s proposed changes to
the fair-labor law.

The Fair Labor Standards Act (FLSA) is a federal law
that governs minimum wage and overtime pay require-
ments for most full-time and part-time workers in the
private and public sectors. Currently, full-time
workers earning as little as $23,660 can
be designated by their employers as
salaried, making them exempt from
overtime pay even if they work
more than 40 hours per week.

The Department of Labor

proposes raising the threshold to
$50,400, starting in 2016. This
would expand the number of
workers eligible for overtime from
about 8 percent of the salaried work
force to about 40 percent, covering 5
million more workers.

The DOL is also discussing possible
changes to the current job-duties test that’s used to deter-
mine if a worker qualifies as a salaried employee. Some
employee advocates want it spelled out that, in order for a
worker to be classified as exempt, a certain percentage of
his or her time must be spent on exempt duties.

If an employee isn't exempt, he or she must be paid
one and a half times his regular pay for every hour over 40
in a particular workweek.

For a traditional RV dealership where the business
primarily sells and services recreational vehicles, salespeople
are exempt from the overtime rules. However, RV dealers
do not have all of the dealership exemptions that their auto
dealer counterparts have, and the proposal may apply to an
RV dealer’s employees in other departments, including
parts, service, and front office, and may require dealers to
pay more to employees who work more than 40 hours a
week or tweak pay plans to avoid doing so.

Some dealership positions may be exempt from
overtime requirements by a separate FLSA exemption for
employers in the retail and service industries for employees
who are compensated on a commission basis, and some
courts have interpreted payment on a flat rate basis to
equal a commission.

Here’'s what dealers should know:

*  Salary levels will increase. The proposed rule sets the
standard salary level at the 40th percentile of weekly
earnings for full-time salaried workers, which is
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Millions more
American workers -
including some RV

dealership employees -
will be eligible for
overtime pay under the
Department of Labor’s
proposed changes to
the fair-labor law.

projected to be $50,440 in 2016. The non-
profit and service-sector industries and certain
areas of the country will be disproportionately
affected.

* Salary levels will rise automatically, based either
on inflation or percentiles.

*  The salary level of highly compensated employees
(HCE) will be based either on inflation or percentiles.
DOL proposes to set the HCE annual compensation
level based on either the 90th percentile of earnings for
full-time salaried workers ($122,148 annually) or on
changes in inflation. Currently, in order to come within
this exemption, an employee must earn at least

$100,000.

*  The DOL wants feedback on the job-duties test and
nondiscretionary bonuses. While no changes have been
proposed yet, the DOL acknowledges there are chal-
lenges with the duties test and wants examples
regarding specific occupations. It also wants to hear
from employers about the possibility of using nondis-
cretionary bonuses to satisfy a portion of the standard
salary requirement.

RVDA is concerned about how this proposal will affect
RV dealers and small businesses in general. The association
is working with the Partnership to Protect Workplace
Opportunity (www.protectingopportunity.org) to try to
manage the proposal so that it has a smaller impact on the
RV industry and other small businesses and non-profits.

Dealers interested in commenting have until
September 4 to submit written comments at www.regula-
tions.gov. After the comment period and a review by the
Office of Management and Budget, the final rule is
expected to become effective in mid-2016. =






Mick Ferkey: Service Department

Is The Backbone of His Dealership

ealer Mick Ferkey, of Greeneway RV in Wisconsin

Rapids, WI, believes so strongly in the importance of
his parts and service departments that he calls them “the
backbone of our company.”

During the 28 years that he and his wife Lora have
owned the dealership, some of the most noticeable
improvements and expansions have been made in the
service department. A recent expansion, which added 10
service bays, are all staffed with trained and certified tech-
nicians. In fact, Ferkey
requires all of his
employees — techs and
support staff — to be
certified.

Ferkey wants his
customers’ repairs to be

done quickly and

correctly, so they don’t

have to waste time and fuel returning for work to be Ferkey makes sure that customers know about his
redone. Repair orders performed correctly the first time employees’ training and professionalism. Staffers wear
translate into customer confidence and increased revenue. uniforms with their certification patches on the sleeves,
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and large banners with technicians’ photos and certification
titles hang over their work bays. Greeneway also advertises
its certified personnel on the walls leading into the service
department, in newspaper ads, and on the dealership’s
website and social media. Customers actually ask for
particular technicians because of the relationships they've
built with them.
Aside from increased customer
satisfaction, certification also has a
financial impact on the dealership.
“We can measure the revenue effect
and tech performance by counting
the technician’s billable hours,” says
Ferkey. The techs get paid on an
incentive plan, which means the
more knowledge they obtain, the
quicker they can complete repairs
and the more billable hours they can produce.
Ferkey pays technicians based on their
training and certification progress, as well as a
newly established bonus program, for the
number of billable hours produced. One
advantage to this system is that if a tech has to
readdress a repair that was already paid for
under the incentive plan, the time taken to
redo the repair comes out of the bonus pay and
not the base pay. “We never want an
employee’s income to be under hardship,”

Ferkey says.

ant to give your
certified team
members credit

for their hard work and
achievement? Their names
can appear in the next
update. Just return this
form by email to
info@rvda.org or fax to

(703) 359-0152. More
information about the
Society of Certified RV
Professionals and the
recognition program is
available at
http://tinyurl.com/Societyof
RVProfessionals.

Having an educated staff is so important to this dealer
that job candidates are questioned during the hiring inter-
view about their attitude toward training and certification.
Ferkey believes that RV manufacturers could also do more
to support training and certification, noting that one
company created a scholarship program for dealership

technicians to take the RVDA/RVIA certification
courses.

Feeling as he does about the value of certifica-
tion, Ferkey serves as co-chairman of the Society of
Certified RV Professionals, which was created to
support and recognize individuals who work to
achieve greater professionalism. =
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NEws  Campers Inn BV Celebrates Grand Opening of

First Connecticut Dealership

ampers Inn RV, a family-owned RV

dealership group headquartered in Kingston,
NH, celebrated the grand opening of its new
dealership in Union, CT, with a ribbon cutting
ceremony at the Greater Manchester Chamber
of Commerce. The Union location is one of two
new dealerships that Campers Inn opened in
June as it continues its expansion throughout the
eastern United States. The other dealership is
Peco Campers in Tucker, GA.

In addition to the ceremonial ribbon cutting
outside the chamber, the dealership also held a
four-day celebration weekend at the store with
food, entertainment, and prizes for customers.
“Campers Inn RV was born in New England, and
as we grow nationwide, we remain committed to
supporting the region where we began,” said Jeff
Hirsch, president of Campers Inn RV and imme-
diate past president of RVDA. =

Campers Inn RV Sales Consultant Bill O’Brien cuts the ribbon held by
Greater Manchester Chamber of Commerce President April DiFalco
and Campers Inn Inventory Manager Brian Sullivan.
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Get on board with Go RVing! Return this form TODAY!

Name: Please enroll dealership(s) at $250 each.

Company: Make checks payable to RVDA. 1 Check here for leads delivered by U.S. mail.
Address: Credit card (circle):  VISA MC DISCOVER AMEX

City: State: Zip: Credit card #: Exp. date:
Phone: Fax: Cardholder: Security code:

Email: Signature:

Dealer website:

Fax to (703) 359-0152, or mail to RVDA, 3930 University Dr., Fairfax, VA,
22030. For more information, visit www.rvda.org or send an email to

info@rvda.org



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.
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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

6/1/15 - 6/30/15

Dealers
Crain RV
Little Rock, AR

Hood RV Center
Decatur, AL

Aftermarket
West Texas RV Repair
LLC, San Angelo, TX

Rental
Adventure KT Inc
El Cajon, CA

Lightnin RV Rentals
Lawrenceville, GA
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