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ARE YOU MAKING
THE MOST OF EVERY SALE?

"

American Guardian'Grd_ilp of Companies
can help you increase your profits

contact us

800.579.2233 x4196
agwsinc.com



Piversified Is Your Royal Flush!
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» Workers Comp * F&l Products * GAP Insurance
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We're setting up camp
and hope you'll join us...

The fall RY shows are [ust around the cormer. Why not make our booth a destination on vour

journey? Stop by ond talk to our team of professionals cbout ideas designed ta help keep
VOUF DUsiness ieaded Gown the road to success.

» RVDA Las Vegas, NV - November 10-14, 2014
* RVIA Louisville, KY - December 2-4, 2014

Speak with one of our 8V specialists foday ot 800-289-4488
At GE Capital, whot we know can help you grow.

www.gecdf.com
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Getting a Grip
on Training

By Phil Ingrassia, CAE, president

et’s take a moment to celebrate the

Certified RV Professionals among us. The
service technicians, service writers/advisors,
service and parts managers, parts specialists,
and warranty administrators who earn certifi-
cation and maintain their industry credentials
over time.

These folks are on the front lines of inter-
action with customers and, as consumer
research has demonstrated, they have a big
impact on customers’ overall satisfaction with
the dealership experience — and customer
word-of-mouth.

As the Mike Molino RV Learning
Center launches the Society of Certified RV
Professionals initiative at the RV Dealers
International Convention/Expo this month,
it’s an appropriate time to say thank you to all
certified employees and celebrate their accom-
plishments.

At the same time, we need to recognize
the obstacles dealership employees face as
they try to maintain that certification. Last
month in this column, I wrote about the
perception some people have that the training
is inaccessible. They have a point — it’s hard to
find training, and once you've completed it,
where is the documentation?

On the RVDA staff, Brett Richardson,
Ronnie Hepp, and I are Certified Association
Executives (CAEs) and we know what it’s like
to try to round up the credits from various
continuing education programs to meet the 40
hours necessary to recertify every three years.
Some CAEs throw up their hands and say it’s
not worth the hassle to recertify.

So, what can the RV industry do to help
our certified employees stay certified?

Several years ago, the RV Learning
Center, RVDA, and RVIA teamed up to build
www.rvtrainingcalendar.org. Registration to
use the site is free, and trainers and companies
can list training with links to registration
forms and other information. The RV
Learning Center, RVIA, and several top
trainers use the site for their educational
offerings, but the site is underutilized by
companies that provide training. Part of the
Society’s role will be to be more pro-active on
this front. So all you companies that provide

6 RV EXECUTIVE TODAY

“With most RV training
offered through the leading
suppliers and distributors, the
quality is usually high enough to
pass muster as credit toward
certification.”

training for technicians or fixed-ops people,
expect a call from us — if we haven't called
already — or get a jump start and send your
information to info@rvda.org.

Another great favor that companies
offering fix-ops or service tech training can do
is to provide certificates of completion for
their courses and document the time partici-
pants spend on the course, whether it’s live
training, webinar, or online.

Education credits are usually awarded by
“hours” spent on the training. These are often
called CEUs. What’s interesting is that the
term CEU is in the public domain, which
means that any organization may award a
CEU, and it’s up to the certification body to
determine if the coursework meets its stan-
dards. With most RV training offered through
the leading suppliers and distributors, the
quality is usually high enough to pass muster
as credit toward certification.

Companies offering training can help
certified RV dealership personnel maintain
their professional credentials and add value to
their training programs by offering certificates
of completion. It’s more challenging for online
videos, but it may be worth it for companies
to group these training sessions into half-hour
or one-hour segments and offer an online quiz
or other instrument to test for comprehension.

As we move forward, the RV Learning
Center and the Society of Certified RV
Professionals will do what we can to get out
the word about available training opportuni-
ties. It shouldn’t take as long as it does to find
training, and we’re working to improve the
process for everyone.

Thanks for your
support! Q . G
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Seeing Across to the
Other Side of the Bridge

By Jeff Hirsch, chairman

I thought my last Chairman’s Report would be the easiest to
write, but it’s turned out to be the hardest. This is the 25th
column of mine to appear in RV Executive Today, and soon this
chapter of my life will be closed. But wow, what a great chapter
it was, filled with experiences beyond my expectations. Looking
back, I've had some of my proudest career moments serving you
as chairman.

It’s been a humbling experience. The decisions and actions I
take for Campers Inn are so much easier compared with deci-
sions that have to represent the interests of many stakeholders.
During the past two years, I saw what happens when groups
with different needs and opinions have to find common ground.
Sometimes there is no immediate solution.

T've always believed in the adage that we should seek to
understand before we are understood. We don’t always need to
cross the metaphorical bridge to see the other side, but when
we're able to listen to and empathize with the other side, our
industry benefits. I feel we've made great strides in building
industry unity through purposeful dialog with our partners and
associates, always respectful of our unique differences.

RVIA President Richard Coon and Chairman Doug
Gaeddert together encouraged open and honest dialog with the
goal of achieving a stronger industry. I believe the mutual
respect between RVIA and RVDA will be of benefit in years to
come. Thanks to all of the fine people at RVIA who help
professionalize our industry.

I'm also indebted to RVDA’s staffers. They must maintain a
high level of adaptability and encouragement with every new
chair who comes on board, and they showed no less for me. I
want to extend a special thanks to Phil Ingrassia, our president,
who brings a level of passion for our association that money
can’t buy. For two years, we spoke several times a week about
potential threats and opportunities. He’s simply great to work
with, and I'll always appreciate having served with him and
being befriended by him.

I also want to thank Ronnie Hepp, vice president for
administration, for being the master of details. Whether it was
boardroom clarifications or keeping me informed, she was
always there. I remember Ronnie sending me a note once, after
I'd sent her my board meeting flight arrangements, pointing out
to me that I might want to arrive in the morning rather than the
evening so as not to miss the first day of the meeting. I also
appreciate the rest of the staff, who made my job easier and
often made me look better than I was. They are true profes-
sionals. And I send out a special thanks to Andy Heck, who
served as past chairman for an extra year.

Finally, a special thanks to all of you who gave me your
encouragement, guidance, and invaluable feedback over the past
two years.

“Here’s my main message:
We need the association and the
association needs you. | appreciate how
we contribute differently, some by
attending convention, others by using
RVDA products and services or by
volunteering, and others by making
financial contributions.”

To receive the benefits of a strong association, we must first
make an investment. Together, all of our small investments add
up to a greater return. After being chairman for two years, I can
say unequivocally that RVDA is important to our success as
dealers. The Consumer Financial Protection Bureau issue is
proof alone that we need a collective voice when our businesses
are threatened.

Here’s my main message: We need the association and the
association needs you. I appreciate how we contribute differ-
ently, some by attending convention, others by using RVDA
products and services or by volunteering, and others by making
financial contributions.

As 1 contemplate the future, I'm concerned about increasing
regulation. The most effective counter to adverse legislation is a
strong, unified voice. Several times during my chairmanship, we
asked members to contact legislators to explain dealer positions
on bills and regulations and point out consequences of
lawmakers’ votes. I was amazed by how receptive politicians
were when they better understood the impact of potential legis-
lation.

That’s why we need a strong grass roots organization. If you
agree with me that a maturing industry will face increasing
legislative scrutiny, then call me and let’s talk about you
becoming a part of the solution by being an RVDA delegate.
My goal is to increase our at-large delegates by 20.

When I became chairman, I was honored and delighted at
the chance to give back to this industry and, more importantly,
to you. What I didn't realize at the time was that I would receive
a bigger gift from you. I learned a new phrase today — “a priori,”
which describes my improved understanding of how our
industry functions. What I once saw from the outside isn’t even
close to what I experienced as chairman of RVDA.

I'll be forever indebted to you and the associa-
tion for that.

[
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Jeff Hirsch

Campers Inn of Kingston
Kingston, NH

(603) 642-5555

jhirsch@campersinn.com

1st Vice Chairman

John McCluskey

Florida Outdoors RV Center
Stuart, FL,

(772) 288-2221

john@floridaoutdoorsrv.com

2nd Vice Chairman
Brian Wilkins

Wilkins R.V. Inc.

Bath, NY

(607) 776-3103
bwilkins@wilkinsrv.com

Treasurer

Darrel Friesen

All Seasons RV Center

Yuba City, CA

(530) 671-9070
Darrel@allseasonsrvcenter.com

Secretary

Tim Wegge

Burlington RV Superstore
Sturtevant, WI

(262) 321-2500
twegge@burlingtonrv.com

Past Chairman
Andy Heck
Alpin Haus
Amsterdam, NY
(518) 842-5900

aheck@alpinhaus.com
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Will Jarnot

PleasureLand RV Center Inc.
St. Cloud, MN

(320) 251-7588

wijarnot@pleasurelandrv.com

Director

Mike Regan
Crestview RV Center
Buda, TX

(512) 282-3516

Mike_regan@crestviewrv.com

Director

Rod Ruppel

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

Director

Ron Shepherd

Camperland of Oklahoma, LLC
Tulsa, OK
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ron_shepherd@camperlandok.com
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Scott Krenek

Krenek RV Center
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(269) 468-7900
scott_krenek@krenekrv.com

RVAC Chairman

Tom Stinnett
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Clarksville, IN
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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
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Alaska
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Arctic RV & Interior Topper
Fairbanks, AK
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arcticrv@arcticrv.com
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dmurphy@freedomrvaz.com

Arkansas
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Moix RV Supercenter
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California
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Colorado
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(719) 596-2716
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chrisa@hemlockhillrv.com
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(302) 653-6619
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Florida
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St. Augustine, FL
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Doc Allen

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

(706) 863-6294
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Idaho

Tyler Nelson
Nelson’s RVs Inc.
Boise, ID

(208) 322-4121
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Richard Flowers
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Jeremy Ketelsen
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Kansas

Bill Hawley
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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@scacoastrv.com

Maryland

Greg Merkel

Leo’s Vacation Center Inc.
Gambrills, MD

(410) 987-4793

Admin-jacki@comcast.net

Massachusetts

Marc LaBrecque
Diamond RV Centre Inc.
'W. Hatfield, MA

(413) 247-3144

info@diamondrv.com

Michigan

Chad Neff

American RV Sales & Service
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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
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(775) 882-8335
beau@carsoncityrv.com

New Hampshire

Scott Silva

Cold Springs RV Corporation
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scott@coldspringsrv.com

New Jersey

Brad Scott

Scott Motor Home Sales Inc.
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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
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(716) 694-0188

jeolton@coltonrv.com

North Carolina

Steve Plemmons

Bill Plemmons RV World
Rural Hall, NC

(336) 377-2213
steve@billplemmonsrv.com

North Dakota
Michelle Barber

Capital R.V. Center Inc.
Minot, ND

(701) 838-4343
michelle@capitalrv.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

Kory Goetz

Curtis Trailers Inc.
Portland, OR

(503) 760-1363
kgoetz@curtistrailers.com

Pennsylvania

Greg Starr

Starr’s Trailer Sales
Brockway, PA
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Linda Tarro
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South Dakota

Lyle Schaap
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Vermont

Scott Borden

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

scott@petesrv.com
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RV Retail Exceeds Wholesale Volume

for Second Consecutive Month
By Thomas Walworth, Statistical Surveys/The Thrive Group

n July, for the second consecutive month, U.S. and

Canadian dealer inventories of motorhomes and
towable RVs shrank because retail sales exceeded
factory-to-dealer shipments by significant amounts,
according to market research firm Statistical
Surveys/The Thrive Group.

The July inventory index for towables was 141.3,
up sharply from 124.0 in June, and for motorhomes
it was 117.8 in July, compared with 111.4 in June.
July actually was the fourth consecutive month
during which towable inventories shrank.

The towables inventory
shrinkage at the dealer level
from April through July cut
into inventories that built up
during the first quarter of this
year. The result — the towables
inventory index was 96.5 after
the first seven months of this
year, indicating a slight expan-
sion. In the case of
motorhomes, the inventory
expansion after the first seven
months of 2014 was a little more rapid, as shown by
an index of 90.3.

The 34,652 towable RV retailed by U.S. and
Canadian dealers in July represents a 4.3 percent
increase when compared with the 33,229 units sold
to North American consumers in July 2013. (U.S.
towable retail sales were up 5.3 percent in July and
7.2 percent during the first half of this year. In
Canada, towable RV retail sales were down 9.8
percent in July and were down 8.5 percent during the
first seven months of this year.)

Wholesale shipments of towables increased 6.2
percent in July to 24,529 units, compared with
23,100 units delivered to dealerships in July 2013.
During the first seven months of 2014, towable ship-
ments were up 9.5 percent to 193,121 units,
compared with 176,400 delivered during the same
portion of 2013.

In the case of motorhomes, 3,772 units were
retailed in July, a 13.3 percent increase over the 3,328
units sold in July 2013. Meanwhile, motorhome
shipments increased 10.4 percent to 3,201 units in
July, compared with 2,900 units shipped during July
2013. (U.S. motorhome retail sales were up 10.1

When the RV
Inventory Index is
below 100, there's
an expansion of
dealer inventories.
When the index is
above 100, there's

shrinkage. If the
industry sold a unit
at retail for every
unit delivered at
wholesale, the RV
Inventory Index
would be 100.

For the latest RV Inventory Index |3
report, visit www.rvda.orqg. g
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percent in July and 13.2 percent during the first
seven months of this year, while Canadian
motorhome sales were up an even 10 percent in July
and were up 1.6 percent year-to-date.)

Walworth will present “How to Understand Today’s
Market Trends” with Scott Stropkai on November 12 at
the RVDA convention. For more information, contact
Tom Walworth at (616) 281-9898. The Thrive Group is
a partnership between Statistical Surveys and Spader
Business Management. m
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r ECONOMIC SNAPSHOT

Gar Dealers Exited RV Retailing While Boat Deale

By Jeff Kurowski

he Great Recession of
2008-2009 most likely
played a significant role in
reducing the number of
automobile dealers selling

i RVs as a sideline, according to
i 2012 economic census data

i released recently by the U.S.

RVDA wil release
more data in the coming
months. The U.S. Census

Bureau conducts the
economic census every
five years, as required by :
law. Nearly 4 million :
companies representing :
all regions and industries
provided data for the :
|atest census, which was :
conducted between :

October 2012 and

February 2013.

Census Bureau.

The October edition of
RV Executive Today compared
the number of dealership loca-
tions primarily selling RV in

¢ 2012 with the number of loca-

tions in 2007, the year the
previous economic census was
conducted. That comparison

i showed there were 2,619 U.S.
i locations in 2012 where RV

sales were the primary line of
business, compared with 3,100
locations in 2007 — a 15.5

i percent decline.

However, 2007 economic

! census data was gathered when
: the RV industry was near its

i most recent peak, while the
2012 census figures show an

The number of

businesses counting

boat sales as their

primary business-and
RV sales as a‘sideline
actually increased

between 2007 and - 4 '
2012. There'were 244+

locations in 2012,

compared with 162:in
2007, a 50.6 percent
increase.
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i industry that had recov-

! ered about halfway from

i the depths of 2008-

i 2009, when the RV

! industry shrank by i
£ 53 percent. In 2007, =
manufacturers -
i shipped 353,400 -
{ units to U.S. and i
Canadian dealers; in

£ 2009 they shipped

£ 165,700 units. (RV ship-

: ments are forecast to reach

£ 350,000 units in 2014 and

£ 360,000 units in 2015.)

The economic census also

{ tracks retail operations where
i RV sales are a sideline, and

i here’s where some interesting
: shuffling of the deck occurred
i between 2007 and 2012.

Some outfits sell automo-

: biles as their primary business
i and RVs as a sideline. Others
 sell boats, motorcycles, and

: other types of motor vehicles as :
i their main business, with RV

as a sideline. When all of these businesses from the RV busi-

i nesses. The economic census
i revealed there were 707 auto

Number of U.S. Dealership Locations

with RVs as a Main Business
P ale

! businesses are combined, there
were 4,121 dealership locations
i selling RVs and all other types

i of motor vehicles in 2012,
compared with 5,849 in 2007, a
i 29.5 percent decline.

The vast majority of the

: decline occurred because more
i than 1,200 auto dealership

! locations either stopped selling
i RVs as a sideline or adopted

i legal structures completely

! separating their auto-related

dealership locations in 2012
selling new and/or used cars as
the primary business and selling
RVs as a sideline. But in 2007,
there were 1,943 dealership
locations selling RVs as a
sideline, which means a 63.6
percent decline occurred

between 2007 and 2012.

During the same time,

somewhat remarkably, there was
i no change in the number of

¢ dealership locations that sold
motorcycles, boats, and other

i motor vehicles as the primary
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business, with RV sales as a
sideline — there were 795 loca-
tions in 2007 and 2012.

The number of businesses
counting boat sales as their
primary business and RV sales
as a sideline actually increased
between 2007 and 2012. There
were 244 locations in 2012,

compared with 162 in 2007, a : ' Tmal An"ual ! ' ||

50.6 percent increase. Podgnn 4 . %3
H LN To U.S. and Canada (000s) b, _-_.‘.. g =t

Perhaps the Great 3500
Recession accentuated the Ed
difference between selling cars, i 10 M
which are necessities in most i y
parts of the country, and selling | %% Lo
recreational products such as ;48
RV, boats and motorcycles, Poom
which are discretionary =
purchases. = (g e
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Competitive Price/Value Remains Most Important to Dealers LAE2S

By Jeff Kurowski

You can’t beat the price/value proposi-
tion when it comes to helping dealers
sell RVs, according to those who

responded to RVDA’s 21st Annual

Dealer Satisfaction Index (DSI) survey.

This was the seventh consecutive year
that dealers said competitive price/value
was the most important factor.

More respondents — 33.6 percent —
selected competitive price/value this
year as the factor that is most helpful
when it comes to helping them sell

RVs, and 23.6 percent said it is the

second-most important factor. Another

14.9 percent picked competitive

factor, meaning 72.1 percent of the
U.S. and Canadian dealers who filled
out the survey said competitive
price/value is the most important, or
the second- or third-most important
factor in helping them sell RVs.

Dealers filling out the survey were
tasked with choosing the most impor-
tant factor, the second-most and third-
most important factor when it comes to
selling RVs. Here is the list of the eight
factors from which DSI respondents
made their selections:

*  Sales support

*  Sales territory

SATISFACTION INDEX

Most Important Factor For Dealers Selling RVs

2014

I 1N

2013

17% . 298

Wilcinparidve P e el e
Wh'chicle Deslgn

Behicle Quaiby' Bl abilizy
W 5ales Terkong

Sy Support

B Dwalasship Warianty

Support
N iZfsirall Deaer

Communicabinng

i+ Vehicle design
price/value as the third most important « Vehicle reliability/ quality
*  Competitive price/value

*  Parts support

P Dealership warranty support

e Overall dealer communications

A total of 423 dealers responded to
the survey in 2014, compared with 469
in 2013. The 423 respondents rated
2,386 brands this year, an average of
5.6 brands per respondent.

Eighty-five Canadian dealers
responded to the 2014 DSI, along with

i 338 U.S. dealers.

Since the current line of questions

was implemented in 2008, vehicle

Dealers Sound Off On Model Year
Introduction in New Baird Survey

Edited by RVDA staff

ealers generally say that a consistent new-model introduction timeframe is important

to their inventory stocking plans, according to the third-quarter RV dealer survey
conducted by Baird Equity Research in partnership with RVDA. “Generally, dealers believe
that a consistent mid-summer introduction is important (49 percent), while just 18
percent of dealers do not believe a consistent mid-summer introduction is crucial,” the
report says. The report also showed that retail RV demand is strong, with particular
strength in motorhomes. Overall dealer sentiment in the survey remains high — 69 on a
scale of 100 — as seasonal inventory patterns take shape. Baird reports that “dealers
appear slightly more cautious as the season draws to an end. Dealer-reported motorhome
inventory days increased to 138 from 119. Towable days increased to 138 from 131.”

Baird is an international wealth management, capital markets, private equity, and

asset management firm.
12 RV EXECUTIVE TODAY

: design/quality and vehicle design where

rated as either the second- and third-
most important factors each year when
it comes to helpfulness in selling RVs.

In 2014, 18.9 percent of DSI
respondents said vehicle design/relia-
bility is the most-important factor, 19.4
percent said it is the second-most, and
23.6 percent said it is the third-most
important factor. As a result, 61.9
percent of those filling out the DSI
said vehicle reliability/quality is the
most important, second-most or third-
most important factor with in comes to
selling RVs.

In the case of vehicle design, 23.9
percent this year said it is the most
important factor, 19.2 percent said it is
the second-most important and 8
percent said is the third most important
factor, for a total of 51 percent of
respondents saying it’s the most impor-
tant, second-most or third-most impor-
tant factor.

The DSI is an annual confidential
survey that asks dealers to express their
level of satisfaction with their manufac-
turers and brands. The highest rated
manufacturers/brands receive the
RVDA Quality Circle Award. The
award recipients will be announced in
mid-November, and the awards will be
handed out in Louisville on Dec. 1, the
evening before the opening of the

National RV Trade Show. =
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AWARDS

RVBusiness’'s Top 50 Dealer Award

RY EUSINEZS
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Winners to be Honored at Convention

From RVBusiness

he newest class of U.S. and

Canadian RV retailers slated to

receive 2014 RVBusiness Top 50

Dealer Awards during a Nov. 12
evening reception at the RV Dealers
International Convention/Expo in Las Vegas is
a virtual who's who of U.S. and Canadian RV
retailing — from smaller family-held stores to
emerging independent chains during an era of
rapid industry consolidation.

A panel of industry experts convened at
the RV/MH Hall of Fame in September for
some rather intense deliberations, gaveled by
BJ Thompson Associates, and selected five Blue
Ribbon dealers for their well-documented
commitment to best practices in every aspect
of their retail stores — profitability, employee
relations, technician training, charitable giving,
and placing a high priority on customer care.

The Blue Ribbon dealers, in alphabetical
order, are:

e ArrKann Trailer & RV Center, Edmonton,
Alta.

e Bill Plemmons RV World, Rural Hall, NC
e ExploreUSA RV Supercenter, Plano, TX

e Ketelsen Campers of Colorado, Wheat
Ridge, CO

e Mike Thompson's RV Super Stores, Santa
Fe Springs, CA

Two retailers will receive special recogni-
tion as part of a program underwritten by Ally
Financial Inc., Blue Ox, Cummins Power
Generation, Dometic Corp., Freightliner Custom
Chassis Corp., GE Capital Commercial
Distribution Finance (CDF), Lippert
Components Inc., Protective Asset Protection,
and Stag-Parkway Inc.:

e Thompson Family RV, Davenport, IA, will
receive the RVB Top 50 Spirit Award
(sponsored by Ally Financial) for excep-
tional charitable outreach.

e Camper's Inn, Kingston, NH, will receive
the RVB Top 50 Innovation Award
(underwritten by Lippert Components)
for outside-the-box business creativity.

RVBusiness Top 50 Dealer Awards candi-
dates were nominated by their manufacturers
based on professionalism and sales acumen.
The dealers then submitted applications that
sought detailed information about their opera-
tions.

“This program is unique in that it doesn’t
focus solely on sales,” says RVB Publisher
Sherman Goldenberg, co-owner of the Elkhart,
IN-based trade journal. “We understand that
what makes a dealership truly great isn't just

A WORLD OF TRAINING HAS

THE TRAINING SOLUTIONS YCU NEED TO.

Turn good parformers into superstars!
Tum shoppers info buyers!

Enhance your customers’ experience!
Get your managess fomanage!

Grow Your Business up fo 507 and more!

Mick & Tony Soob. Rich & Sons RV. Nebroska

‘I would recommend A Wonrd of Training fo any
deaieship that & ready fa improve thel doy fo dgay
pusiness. Through working smarfer, youor stoff con fing
more success and more safisfocticn i ther doys. F
vou are no? an owner who B wiling fo getin there andg
get vour hangs girfy, then | would recommend vou
sove: your money, A World of Training can nain vour
stall, give you the fools ond dnowedge ko mave in he
nighl divecfom, bt i s e o you gs a monager (o bold
dp the stofoond evenpdoy. "

AWORLDS

ST ST ST
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what it does, but how it gets the job done.
These dealers were selected for outstanding
customer service, along with sound business
practices and forward-thinking philosophies.”

Here is the 2014 class, in alphabetical order:

e Alliance Coach RV Sales & Service,
Wildwood, FL

e Alpin Haus, Amsterdam, NY

e American RV Sales & Service, Grand
Rapids, Ml

e ArrKann Trailer & RV Center, Edmonton
Alberta, Canada

e Beckley's Camping Center, Thurmont, MD
e Bill Plemmons RV World, Rural Hall, NC

e Bob Ledford’s RV & Marine, Greer, SC

e Bucars RV Centre, Balzac, Alta.

e Burlington RV Superstore, Sturtevant, WI
e Camper’s Inn, Kingston, NH

e (Carolina Coach & Camper, Claremont, NC

e Chemo RV Sales & Service Ltd., Williams
Lake, BC

e (Clem's RV Sales, Ellwood City, PA

e Coachlight RV Sales, Carthage, MO

e (oates RV Center, Columbus, MN

e (Colonial RV, Lakewood, NJ

e (restview RV Center, Buda, TX

e Curtis Trailers, Portland, OR

e Dandy RV Superstore, Anniston, AL

e ExploreUSA RV Supercenter, Plano, TX
e General RV Centers, Wixom, MI

e Guaranty RV Centers, Junction City, OR

e Ketelsen Campers of Colorado, Wheat
Ridge, CO

e La Mesa RV Center, San Diego, CA

e Lazydays RV, Seffner, FL

e Lifestyle RVs, Grain Valley, MO

e Ljttle Dealer Little Prices, Phoenix, AZ

e McClain’s RV Superstore, Oklahoma City,
0K

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

e Minard's Leisure World, Weyburn, Sask.

e Modern Trailer Sales, Anderson, IN

e Mount Comfort RV, Greenfield, IN

e Noble RV, Owatonna, MN

e Parkview RV Center, Smyrna, DE

e PleasureLand RV Center, Saint Cloud, MN
e Poulsbo RV, Kent, WA

e Richardson’s RV Centers, Menifee, CA

H

RV City, Morinville, Alta.

Steinbring Motorcoach, Garfield, MN
Tacoma RV Center, Fife, WA

Tennessee RV Supercenter, Knoxville, TN
Thompson Family RV, Davenport, 1A

Tom Johnson Camping Center, Marion, NC
Tom Stinnett Derby City RV, Clarksville, IN
Topper's Camping Center, Waller, TX
Veurinks' RV Center, Grand Rapids, MI

Walnut Ridge Family RV Sales, New
Castle, IN

o Wilkins Recreational Vehicles Inc., Bath,
NY

e Windish RV Center, Lakewood, CO

i ® Woody's RV World, Calgary, Alta.

All RVDA convention/expo attendees with
a registration badge are welcome to attend the
special 5:30-7:30 p.m. hors d'oeuvres and
cocktails reception honoring the RVB Top 50

i awardees. For questions on the Top 50
i program, contact Sherman Goldenberg at (574)

457-3370 or (574) 457-6637 or B.J. Thompson

at (574) 255-5000, extension 501. =
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How to Improve the Value per Repair Order

By Don Tipton

Using a unit's
service history to
recommend
additional
Services on the
current visit is the
most underused
resource in the
Service
department.

mproving the billed hours

per customer repair order

(RO) benefits technician
productivity and quite often
the effective labor rate
collected. Improvements to
these two areas will result
in less non-productive
time and an increase in
collected revenue. Here’s
how to do it.

Scheduling lets you
control how many customers
come in on any given day as
well as their arrival time.
Scheduling improves the value per
RO because it allows you to spend
quality time with each customer.

The customer’s concerns are better

documented, recommendations
for additional services can be

offered, and a relationship
with the customer can be
formed.
Shop-loading has to
do with inventory
management. Units of

not sold today, are lost
forever, unlike new, used, or
parts inventories which will
be available the next day.
All you really have to
sell in the service
department is time, so

! you need an idea of how much of
it is expected to come in every

i day. This is not an exact science,

i but an educated guess is better

than no idea at all.
Ideally, your production

capacity should always exceed

time are inventory that, if :
i opportunity for up-sells. Pre-load

demand. Loading the day with

i more work than available time

creates problems such as an

i Increase in carry-over units,

parking space and lot damage,
delays in prepping new/used units,
customer dissatisfaction, and no

the shop with 50-70 percent of
production capacity, adjusted for

i conditions.

Using a unit’s service history

i to recommend additional services
i on the current visit is the most

underused resource in the service
department. The service history

should be reviewed for all

customers with scheduled
appointments in advance of their

¢ arrival at the dealership.
i Recommendations can be noted

20 business owners sat

in a conference room and
wondered, “Is this projector
actually forecasting the
future?”

@)
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on a printed “pre-work order” that’s reviewed and discussed
during the write-up. The service history can identify repairs
that haven't previously been performed, such as wheel
bearing pack, roof re-seal, and LP gas check.

Here’s a simple 7-step process that should be used on
every arriving service customer:

1. Give a proactive and friendly greeting This makes a
positive first impression.

2. Focus on the primary concerns You must take care of
these first.

3. Repeat your understanding of their concerns and
gain acknowledgment The customer needs to know
you understand.

Present recommended services, maintenance menu
and/or service history Now that their concerns are
taken care of, go on the offense.

Perform a walk-around of the unit /nspect for
damage and up-sell opportunities.

Offer to perform a no-charge inspection This should
be performed by the technician.

7. Obtain authorization Quote a diagnosis and estab//sh
a status update time.

Pre-packaged maintenance menus combine operations
that should be performed at either certain mileage or time
intervals, such as a 6,000-mile service package or a 6- ‘
month maintenance package. The package should be priced
to include all parts and labor. Properly built menus should
improve the effective labor rate. These packages are easy
work for techs and they also tend to “train” the customer to
have certain services performed at predefined intervals.

Have techs use a printed inspection form of items that
require little or no removal or adjustments. The techs
should record the inspection findings on the form and
forward it to the service advisor as early as possible so he or
she can recommend and obtain approval on any additional
services while the unit is in the shop.

Develop a job pricing guide for the most common
repairs and services. This guide should be an easy reference
for use by all departments to price additional services and
common repairs. Weighted parts and labor averaging will
be required to establish a job price for most items.

Implement a spiff program on up-sells. The spiff could
be for specific items such as grab handles or electric tongue
jacks, or for any add-on customer-pay line on the RO.
Change it up often and don’t run it continuously — a spiff
shouldn’t become part of the pay plan.

Place a “next service due” sticker on the inside of the
entry door on all customer units that should have a service
performed within the next six to nine months. This will
become a constant reminder to the customer. Have a
printed list of these services attached to the customer copy

of the RO.

Con&ulting Inc. He will present “What Service

¢ Measurables Really Mean” and “Turn Your Service
Department into a Cash Machine” on Nov. 13
during the convention.

Track technician efficiency on billable lines only — don't

! waste time punching on and off everything they do. Keep it
i simple. The two measurements to stay focused on are:

: 1. Technician proficiency

a. Technician clock time (time on-site) versus the

billable (flat rate hours) produced

2. Technician efficiency (on billable lines)

a. Technician clock time on each line (job) on the
repair versus the billable (flat rate) time sold

Tracking this information can help identify a techni-

| cian who needs help, training, or motivation. You can also
i determine if the amount of flat rate time for the job is
i adequate and what operations are the most efficient to sell.

Implement a “may we recommend” sheet that contains

! six to 10 accessories that the new or used buyer may be

! interested in adding after purchase. You can have a separate
 sheet for new and used buyers. The listed items should

i include color pictures, and each should be priced installed.

i The sheet should be placed in a conspicuous location, like
 the unit’s countertop, by the technician performing the

: inspection. A limited-time discount could apply to

i encourage the buyer to return soon.
Don Tipton is president of DTC Retail
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MIXING IT UP

Successful Dealers Keep Up with Their Marketing Mix

By Thomas Walworth

or RV dealers to succeed today,
F they must continually monitor

what’s happening in the RV
market and then adapt quickly. Market
influences are always changing, and
success is measured by how well the
dealer can change in response.

The four cornerstones of
marketing mix are product, price,
place, and promotion. This holds true
in any business but particularly in the
RV market. Dealers will improve their
unit turns if they pay attention to how
the four Ps affect their area of respon-
sibility or assigned market. Take a look
at the matrix.

Product
You should know what’s being

sold in your area by manufacturer,

division, and model. You
need to look at the
variety, quality, design,
and feature packages
being offered by the
manufacturer. And

what is the manu-
facturer offering in
warranty? Are you

the last 30 feet of a
manufacturer’s assembly
line? When you order
poorly-made product at a
discounted price, will warranty costs
eat up your discount?

Price Point

What are the fastest growing price
points in your market? Dealers some-
times have problems with price points

(9 gin

that they have never carried. A manu-
facturer representative will stop in and
show a dealer that a new price point is
selling, and the dealer will respond
that that price point has never sold in

continued on page 20
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continued from page 18

his area. Consumer tastes do change,
and that may be reflected in hot new
price points.

Place

As I was talking with dealers this
year, two subjects that frequently came
up were transportation and when to
stock the inventory. Northern Indiana
used to manufacture 60 percent of the

: RV market but now produces 85

! percent. That has contributed to a

i bottleneck that wed all like to see go
i away. The bottleneck will improve, but :
i it will be here for years to come. You |
i must be proactive in stocking your

STOCK THE UNITS SO YOU CAN AVOID THE

SHIPPING BOTTLENECK.

YES, YOUR COST WILL

INCREASE, BUT WHAT’S THE COST OF A MISSED SALE?

The King of Comfort
since 1949!
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inventory to meet demand. Look at
i the sales in your area by month. If it
i will take 60 days to meet demand,

when should you order? Don’t limit

i yourself to what will fit on your lot —
i search your area for places where you

can store the units in the short term,
such as empty warehouses, fair
grounds, and vacant land. Stock the
units so you can avoid the shipping
bottleneck. Yes, your cost will increase,
but what’s the cost of a missed sale?

Promotion

It’s a new world out there with the
Internet and social media — everyone’s
there, dealers included. You work hard
to get prospects onto the lot — do you
know how your sales reps treat them?
Do you monitor their presentations?
Do you act as a team? Have reps give
their presentations to the team so that
the weaker salespeople can pick up
some tips and the whole team can
improve.

Are you involved in the neighbor-
hood, sponsoring events and working
on your community image? It’s a two-
way street: You must give something
back to the community that supports
your dealership.

Markets are constantly evolving,
and your dealership must adapt to
them. Never stop paying close atten-
tion to the changes in your area —
they’ll dictate what you need to have
on your lot and when.

Tom Walworth is president
of Statistical Surveys Inc.,
provider of market data
solutions for the RV, marine,
manufactured housing, and trailer
industries. He will present “How to
Understand Todays Market Trends” on

Wednesday, Nov. 12 during the

convention.




That First Time...

How Do People Experience RVing That First Time?

Renting, That's How!
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WEDNESDAY 11/12 TUESDAY 11/11

THURSDAY 11/13

<
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8:00 a.m.-5:00 p.m.

8:00 a.m. - 12:00 p.m. RVDA of Alberta Board of Directors breakfast & meeting Skyview 2 * 11:30 a.m. - 2:30 p.m. RVDA of America Board of

2:45 - 3:45 p.m.

Partners in Progress meeting: KZ Palace 6 &7 Vendor Trammg +Plus. RVDA Members have a NEW HIRING TOOL...Find out about

4:00 - 5:30 p.m.

8:15a.m. - 1:00 p.m.

Society of Certified RV Professionals Reception, with Michael Rees, “Making an Impact: Customer Satisfaction in Fixed Operations’

Partners in Progress meetings: (a/l take place in Palace 6 &&7)  8:15-9:15 a.m. Crossroads . 9:30- 10:30 a.m. Jayco .

8:15-9:15 The Next Big Thing: RVDealerIntel by SureVista Correct Track Suspension Alignment System —
oo am. Solutions (repeated), Palace 3 A Revolutionary New Product, Lippert Bronze 4
9:30 - 10:30 Vendor American-made Products: Information, Installation & | Hydraulic Disc Brake Conversions Ordering Made Easy! CareFree"
: =20 am. Train Increasing Profit, B&W Trailer Hitches Palace 1 & 2| Titan Tire Palace 3 Configurator, Carefree of Cola
rainin
10:45 - 11:45 +P| g Towing Safety System by AL-KO Axis Online Marketing Tools & Strategies to Drive Traffic | Finding the Profit in Cash Transz
Ao - 1ha>a.m. us: AL-KO Axis Inc. Palace 1 &52 to Your Inventory, Auction123.com Palace 3 Brown Recreational Insuran
12:00 - 1:00 Leveraging Trends to Predict Sales The Next Big Thing: RVDealerIntel by SureVista Thinking Outside the Box - Intent
' v p.m. ALLY Financial Palace 1 €52 Solutions (repeated), Palace 3 Livin Lite RV Palace 4 & 5
DMIVYVRIIVGE DEALER/GM SALES RENTA

Understandi dP ing f : i oc . . Devil in th
thl; K;;oigal;?fﬁt altl:zla::IAnft or Go RVing Canada: Optimized Digital Marketing Tactics for D:rftilrlllg Ree

1:15-2:15 p.m. :
P Jeff Englander Palace 1 &2 (S e, Sy Lt it 2075 Leslie Pujo £
2:30-4:00 pm. | GENERAL SESSION: “Even Monkeys Fall from Trees: Learn from Mistakes and Embrace Change,” Doug Lipp Sponsored by Forest
Y g g Lipp op Y
4:00-7:00 p.m. | Expo Open with Reception in Both Halls (Reception sponsored by Forest River Inc.)
7:00 - 8:30 p.m. | RVDA of Canada Reception (open to all Canadians) Skyview 1
7:30 a.m. Early Bird Continental Breakfast
. . DNA of a Championship i Selling Like a Pro: Closing Sales Developing
9:00 - 10:00 a.m. I(J}rrl(l)(;zl;’l;lffittheCieafireCt;E%;z;El; ) 2 Sales Team | Effectively and Effortlessly, Bob Phibbs, Relationshi
’ Marc Wayshak Bronze 4 i the Retail Doctor® Bronze 3 Peter Martin
. 1
How to Understand Today’s Market . . s Partner s
10:15- 11:15am. | Trends, Tom Walworth and Scott fﬁham\ﬁ’\}"“;hg’ g“’u‘“gj“ NGyl prrogress: |
Stropkei Palace 1 652 arc Wayshak Bronze rime Time |
P Palace 6 &7 |
11:00a.m.-3:00 p.m. | Expo Open with Lunch Served in Both Halls
2:00 - 3:00 If You Fail to Train, You Train Championship Selling in the New Economy (repeat) Law & Diso
: PUPM- L to Fail! George Dans Palace 1 &2 Marc Wayshak Bronze 4 Leslie Pujo £
. . 9 Ways to Become a Better Leader Managing Internet Leads in Today’s Marketplace (repeated) Eour Iiig}gest]]
3:15-415pm. (repeated), Michael Rees Palace 1 &2 Tom King & Lisa Rockwell Bronze 4 Xperts Tanc
Alanko, Brad B
4:15 - 5:30 p.m. Young RV Executives Reception Sponsored by Coach-Net Skyview 1
5:30 - 7:30 p.m. | RVBusiness Top 50 Awards Reception Platinum Ballroom
7:30 a.m. Early Bird Continental Breakfast
Beating the Odds: Crafting a Successful RV Rental M
9:00 - 10:00 a.m. | Lifetime Business Transition Strategy Driving Traffic! Alan Ram Bronze 4 Ran d:ﬁl Jerer
Don Bielen Palace 1 &2
Effectively Leading and Managing Five Simple Strategies to | Smell the Coffee and Then Yelp Review
10:15- 11:15 a.m. | as a Young Executive, David Spader Supercharge Your Business i Close Your Sale, George Dans Reputation,
Palace 1852 (repeated), Alan Ram Bronze 4 ! Bronze3 Palace 6 &57
1
10:00 a.m.-1:00 p.m.] Expo Open with Lunch Served in Both Halls
1:00 - 2:00 p.m. | RVDA of America Annual Meeting Platinum Ballroom * RVDA of Canada Annual Meeting Skyview 1
. . 9 Ways to Become a Better Leader Five Simple Strategies to Supercharge Your Business (repeat) How to !)em‘
2:15-3:15 p.m. : the Maximu
(repeat), Michael Rees Palace 1 &2 Alan Ram Bronze 4 P
alace 6 &7
330 - 430 p.m Selecting & Engaging Millennials Managing Internet Leads in Today’s Marketplace (repeat) Eighlp?fo}l:
’ =Y M- Ricardo Roman Palace 1 & 2 Tom King & Lisa Rockwell Bronze 4 copie tor 1-
Palace 6 &7
5:30-7:00 p.m. | Skyview Sunset Social Skyview 1
7:30 a.m. Early Bird Continental Breakfast Palace 3
8:00-10:15a.m. | Compliance Education: The Current Legal Landscape & How it Applies to You, Julie Becker-Myers & Courtney Hennessey Palace 3




Delegates lunch & meeting Platinum Ballroom * 12:00 p.m. - 5:00 p.m. RVDA of Canada Board of Directors lunch & meeting Skyview 1 s

the Innovative New Hiring Tool That's Cost-Effectively Closing the Employment Gap, The Employment Network - A CareerCo Company Palace 4 &5 5

* Sponsored by Protective Asset Protection Palace 1 &2

10:45 - 11:45 a.m. EverGreen/Skyline .

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

New Product
rado Palace 4 &5 5

Learn How Dealers Dominate Internet Marketing
Wheeler Advertising Bronze 2

ctions, Brown &
ce Palace 435

ional Diversification

Leadership Development for Your Dealership
Spader Business Management Bronze 2

(2-hour session)

Using New IDS Technology to Improve the
Customer Experience IDS Bronze 3

(2-hour session)

Chassis Performance: Giving Your Stock Motorhome
a High Performance Makeover, Blue Ox Bronze 4

Lippert Component’s Aftermarket Program
Lippert Components Bronze 4

Compliance: CFPB, Dodd-Frank & the Dealership
American Guardian Warranty Services Bronze 3

L SERVICE PARTS Lot sion syuen || SOCIAL MEDIA/eMARKETING
Details: In Search of Technicians: Finding, @ Achieve 100% Shop Productivity Ignite Your Online Sales - How to

ntal Agreements Screening and Training the Right in 30 Days, Don Reed Sell More RVs with eBay Motors
Sronze 2 Candidates, Betty Mills Palace 4 & 5 Palace 3 Tracy Amato & Kevin Lorell Bronze 3

River, Inc. Platinum Ballroom

& Maintaining Customer

Managing the Essential Eight

Maximize the Moment (repeated)

Developing & Maintaining Customer

s through Social Media Controllables for Record Profits Steve Holt Palace 3 Relationships through Social Media
Bronze2 Don Reed Palace 4 &5 Peter Martin Bronze 2
|
' Yes You CAN Be a Content | An In-House Body Shop: Lessons from . . Yes You CAN Be a Content
| Marketing Rock Star the Trenches, David Foco, Tina & Lee ?;elil rng I]\)/Iore II:a;‘ts Right Now Marketing Rock Star
ge Dans Palace 3

" Evanne Schmarder Bronze 3
!

Pickard, & Kathryn Carlson Palace 4 &5

Evanne Schmarder Bronze 3

rder: RV Edition

Sronze 2

7-3-4-6-The Combination for Success
in RV Service, Chuck Marzahn
Palace 4 &35

How to Not be a Showroom for
Amazon, Bob Phibbs, #be Retail Doctor®
Bronze 3

Sell More RVs by Dominating
the Search Engines, Tim Resnik
Sponsored by InteractRV Palace 3

[ssues & Challenges: Ask the
Discussion, Leslie Pujo, Bert
acon & Scott Krenek Bronze 2

Driving Your Service Department
Towards 100% Fixed Absorption
Chad Carr Palace 4 & 5

Visual Merchandising for Sales:
Secrets to Successful Display
Bob Phibbs, e Retail Doctor® Bronze 3

Successful Visual eMarketing
Evanne Schmarder Palace 3

larket Trends
niah Palace 6 &5 7

What Service Measurables Really
Mean, Don Tipton Palace 4 &5

Creating a High Performance
Parts Department, Bob Clements
Bronze 3

Social Media: Is Social Media a Fad?
Harvey Fisher & Courtney Hennessey
Palace 3

s and Your Online

Turn Your Service Department

Use Variable Pricing Strategies to

Yelp Reviews and Your Online

Peter Martin into a Cash Machine (repeated) Maximize Parts Profits, Chad Carr Reputation, Peter Martin
Bob Clements Palace 4 &5 Palace 3 Palace 6 &7
Educating Your Customers through Parts & Service, David Foco Palace 3

ign Your Rental Fleet for Turn Your Service Department into a Turn Your Parts Department into

m ROI, Randall Jeremiah

Cash Machine (repeat), Bob Clements
Palace 435

a Profit Center, Rod Davis
Palace 3

Advanced Social Media Strategies
Sheril Vergara Bronze 3

mance HR: Maximize
rofits, Kathryn Carlson

Signature RV Service, Don Tipton
Palace 455

Maximize the Moment (repeat)
Steve Holt Palace 3

Advanced Digital Marketing

Strategies, Roger Vergara Bronze 3

of special interest fo
young RV executives

9:15-10:15 a.m. Understanding Compliance Issues - and Solutions - with Back End Products, Chip Zyvoloski Palace 3

*Subject to change



How to Be a Better Boss

By Michael Rees

things to think about if you're hoping to become a

manager, or even if you've been in a management
position for a while.

Over the years, I've asked many managers how they
got the position in the first place, and the vast majority
were promoted from the floor — just the way I was. I was
the most successful salesperson in the dealership, so when
they needed a manager, they asked me first. Next thing I
knew, I was the boss of the people I had worked alongside
prior to the promotion.

A big mistake many people make as a boss is that they
become “bossy.” Colleagues don't like being bossed around
by anyone, especially someone who was working next to
them the day before. Don’t be a boss — be a leader.

You can lead from behind or from the front. I've found
that great leaders pull their team along with them instead
of pushing them. People normally find it easier to follow
someone who leads rather than to be pushed into doing
something that the boss doesn’t do himself.

A good leader determines what motivates the team,
recognizing that different members may very well be moti-
vated by different things. Some of the main motivating
factors are:

I s being a leader the right thing for you? Here are some

I.UVE People enjoy working with their co-workers, they
like their working environment and the owner of the
business. They also love what they do.

PH | |] E: People want to be recognized for a job well done
and may get more from a plaque for employee of the
month than the bonus that comes with it.

Some people are really motivated by good health
and like to work out for an hour.
tion — bad weather, illness, etc. — enjoy the stability of their
jobs and work lives.
These people want to learn more and
grow, if possible with the company. They work for the

chance to advance in life (new car, house, boat).

FEAH Some people are motivated by fear of losing the
above or of losing their job if they don’t do as they’re asked.

Good leaders use these motivators to get people to do
what’s needed. Leaders who lead from the front will find

24 RV EXECUTIVE TODAY

i ways to use the first five factors, and ones who lead from
i behind use fear a lot to motivate. Sometimes if nothing else
i works, it may be necessary to use fear — “Do this or else.”

Managers become frustrated when they show or train a

: team member to do something a certain way, expect that
i person to do it that way from now on, and the person

i doesn’t. Managers tell me, “It’s like dealing with a 5-year-
i old — you have to tell them over and over, and they still

i don’t do it. I didn’t sign up to be a babysitter!”

My answer: Five-year-olds normally bug their parents

i with one word over and over. “WHY?” For children to

{ learn different behavior, they need to understand why they
i must do things differently. Once they understand that, they
! usually comply.

Good leaders recognize that the same principle applies

: when trying to change adult behavior. We all need to

i understand why. We all need to be sold on the idea. Use

! features and benefits to make people understand what’s in
{ it for them, the company, and the customer.

For manages who say, “I didn’t sign up to be a

! babysitter,” I say, “Yes you did — you just didn't realize it at
i the time!”

A good leader will understand that team members

! aren’t supposed to know all the answers. Instead of
becoming frustrated, embrace this fact and work with it.

: Think about it — if each team member thought the same
! way as the leader, we'd have a lot of leaders and no one to
i do the work. So embrace the fact that your people need

i help and guidance every day, and they may need to be

i shown the same thing several times over.

If it feels overwhelming, ask yourself if you're pushing

or pulling. By using the motivating factors, good leaders
i will bring their team along with them for the ride, and the
i leadership role becomes more rewarding.

It isn’t for everyone, though. Many people I've worked

. with in the past have tried leading and gone back to their
I.[]YA HY Employees who get to work whatever the situa- !

i old position because the added responsibility wasn’t worth
: it for them.

Don’t make the mistake of staying in a leadership

i position when it isn’t for you — you won't like it, and more
i importantly, the team you're trying to lead won't like it, or
i you, either.

Michael Rees is president of A World of Training. He has

¢ worked in all areas of dealership management, including as a
¢ dealer partner in one of the largest dealerships in
England. He has been a fulltime consultant and

! trainer since 2000. He will present “9 Ways to
Become a Better Leader” on Wednesday, Nov. 12 and
Thursday, Nov. 13 during the convention.
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EXhibitors as of October 24

For information on exhibiting, please contact Julie Newhouse at jnewhouse@rvda.org

A World of Training
Adventure On Earth
Airstream, Inc.
AIRXCEL RV Group
Alde Corp
+ AL-KO Axis, Inc.
Allied Recreation Group
+ Ally Financial

+ American Guardian Warranty
Services, Inc

America’s RV and Marine Auction
Aqua-Hot Heating Systems, Inc.
Arrow Distributing, Inc.
Atwood Mobile Products, LLC

+ Auction123.com

Automotive Compliance
Consultants, Inc.

+ B & W Trailer Hitches
Bank of America Merril Lynch
Bank of the West
Bison Coach
+ Blue Ox
Brasher’s Northwest Auto Auction

Brasher’s Sacramento RV, Marine
& PowerSports Auction

+ Brown & Brown Recreational
Insurance

CDK Global
Cirrus Solutions

CornerStone United, Inc.
Covideo By Easycare
CrossRoads RV

Cruiser RV, LLC

Cummins Onan Generators

Customer Service Intelligence, Inc.

Dealer Spike RV

Diversified Insurance
Management, Inc.

Dometic Corporation
Dutchmen Manufacturing, Inc.
EasyCare RV

(also a new exhibitor)
EcoPro Products
EEZ RV Products
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EverGreen Recreational Vehicles, LLC
Fleetwood RV

Forest River, Inc.

Freightliner Custom Chassis Corp.

GE Capital, Commercial
Distribution Finance

Girard Systems/Products

Heartland Recreational Vehicles, LLC
Highlands Financial

Holiday Rambler

Holland Bar Stool Co.

IDS - Integrated Dealer Systems

IHS Automotive

Infinite Creative Enterprises
Keystone RV Company

KZ RV

Lance Camper Manufacturing
Corporation (LCMC)

LIFESTYLE Luxury RV

Lippert Components, Inc.

Livin' Lite RV, Inc.

Marine One Acceptance Corp.
Marzahn & King Consulting, Inc.
MBA Insurance, Inc.

Medallion Bank

Merrick Bank

Mobile Sleep Components (RV
Mattresses)

MOR/ryde International, Inc.

Mudd Advertising

NADAguides & NADAguides.com
NextGear Capital

NextGenAuto LLC

Northpoint Commercial Finance, LLC

NWAN/National Automotive Experts
The Omnia Group

Pacific Coachworks, Inc.

Parallax Power Supply

Pettes & Hesser, Ltd.

Phoenix American Warranty Co., Inc.
PowerMax Converters

Progress Mfg., Inc.

ProResponse, Inc.

Protective

PullRite / Pulliam Enterprises
Rainmaker Software

Reese

Riverside Travel Trailer
Roadtrek Motorhomes, Inc.
Robert Weed Plywood Corporation
RV DealerPro Training

RV PRO Magazine

RV Trader

RVDA

RVing ACCESSibility Group, Inc.
RVM Promotions

RVmenu, LLC

RVShare

Sebrite Financial Corp.

Skyline RV

Sobel University

Spader Business Management
Statistical Surveys, Inc.
SureVista Solutions

Tekonsha

Tents for Troops & RV's Too
Thor Industries, Inc.

Thor Motor Coach, Inc.

Titan Tire Corporation

Tuson RV Brakes LLC

U.S. Bank, Recreation Finance
United States Warranty Corporation
US Equity Advantage

Warrantech Automotive, Inc.
Wheeler Advertising, Inc.

Williams and Stazzone Insurance
Agency, Inc.

Wolters Kluwer Financial Services

Xantrex Technology /
Schneider Electric

Zamp Solar, LLC




Sunday, November 9
11:30 a.m. RVDA of Alberta Golf Tournament

Monday, November 10

8:00 a.m. - 12:00 p.m.  RVDA of Alberta Board of Directors breakfast &
meeting

Registration desk open

RVDA of America Board of Delegates lunch & meeting
RVDA of Canada Board of Directors lunch & meeting
Vendor Training +Plus session

KZ RV Partners in Progress meeting

Society for Certified RV Professionals
reception with Michael Rees, “Making an
Impact: Customer Satisfaction in Fixed
Operations,” sponsored by Protective Asset
Protection

9:00 a.m. - 5:30 p.m.
11:30 a.m. - 2:30 p.m.
12:00 noon - 5:00 p.m.
2:45 p.m. - 3:45 p.m.
2:45 p.m. - 3:45 p.m.
4:00 p.m. - 5:30 p.m.

Tuesday, November 11

7:.00 a.m. - 7:00 p.m.  Registration desk open

8:15a.m.-9:15a.m.  Crossroads Partners in Progress meeting

9:30 a.m. - 1:00 p.m.  Vendor Training +Plus sessions

9:30 a.m. - 10:30 a.m.  Jayco Partners in Progress meeting

10:45 a.m. - 11:45 a.m. EverGreen/Skyline Partners in Progress meeting
12:00 noon - 1:00 p.m.  Winnebago Partners in Progress meeting

1:15 p.m. - 2:15p.m.  Concurrent workshops

2:30 p.m.-4:00 pm.  Opening General Session with Doug Lipp,
“Even Monkeys Fall from Trees: Learn from
Mistakes and Embrace Change”

Expo opens with reception in both halls
RVDA of Canada reception

4:00 p.m. - 7:00 p.m.
7:00 p.m. - 8:30 p.m.

3 i3
Wednesday, November 12 E1 w
7:00 a.m. - 7:30 p.m.  Registration desk open T
7:30 a.m. Early bird continental breakfast

9:00 a.m. - 10:00 a.m.
10:15a.m.-11:15 a.m.
10:15a.m.-11:15 a.m.
11:00 a.m. - 3:00 p.m.
2:00 p.m. - 4:15 p.m.
4:15 p.m. - 5:30 p.m.
5:30 p.m. - 7:30 p.m.

sponsored by TCF Inventory Finance

Concurrent workshops

Prime Time Partners in Progress meeting

Concurrent workshops

Expo Open with Lunch

Concurrent workshops

Young RV Executives reception sponsored by Coach-Net
RV Business Top 50 Awards reception

Thursday, November 13

7:00 a.m. - 5:00 p.m.
7:30 a.m.

9:00 a.m. - 10:00 a.m.
10:00 a.m. - 1:00 p.m.
10:15am.-11:15 a.m.
1:00 p.m. - 2:00 p.m.
1:00 p.m. - 2:00 p.m.
1:00 p.m. - 2:00 p.m.
2:15 p.m. - 3:15 p.m.
3:30 p.m. - 4:30 p.m.
5:30 p.m. - 7:00 p.m.

Registration desk open

Early bird continental breakfast
sponsored by Bank of America

Concurrent workshops

Expo Open with Lunch

Concurrent workshops

RVDA of America Annual Meeting

RVDA of Canada Annual Meeting

Workshop for parts & service personnel
Concurrent workshops

Concurrent workshops

Skyview Sunset Social (included with registration)

Friday, November 14

7:30 a.m.
8:00 a.m. - 9:00 a.m.

9:15a.m.- 10:15 a.m.

Early bird continental breakfast

Compliance workshop: The Current Legal Landscape
and how it Applies to You

Compliance workshop: Understanding Compliance
Issues & Solutions with Back-End Products

FOWT
:'n-.-’

rowT
INSURANCE,

PRODUCTS, SERVICES & INCOME DEVELOPMENT
FOR THE FINANCE AND INSURANCE INDUSTRY

COMMERCIAL INSURARCE
POINT OF SALE INSURAMICE
EMPLOYEE BENEFITS OFFERING
EXTENDED SERVICE CONTRACTS
LIMITED WARRANTY

GCAF PROTECTIOMN

PaidT anD FasrRIC PROTECTION

Come see us in Booth #:

CREDIT LIFE / ACCIDENT
& HEALTH INSURANCE
HEINSURANCE

TIRE & WHEEL COVERAGE
KEY REPLACEMEMT
Bi-WEEKLY PAYMENT FPLANMS
WINDEHIELD PROTECTIOM

AMTI-THEFT PROGRAMS
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Vendor Training +Plus Schedule

Vendor Training +Plus

Vendor Training +Plus topics are designed to help dealership management increase profitability by
staying current with the latest products and services available to them on the market. The hour-long
sessions are free for all full convention registrants. Download the complete schedule on the mobile app.

MONDAY 11/10

2:45

3:45

TUESDAY 11/11

8:15

9:30

10:45

12:00

1:00

The Employment Network- A CareerCo Company Kristy Fallon and Maryellen Adams

RVDA members have a new hiring tool. Find out about the innovative new hiring tool that's cost-effectively closing

the employment gap. Join The Employment Network leaders as we demonstrate what hundreds of companies are
saying has simplified and reduced their costs-per-hire. Its new innovative hiring tool, endorsed by RVDA, enables companies
like yours to leverage a risk-free, performance-based system to recruit and staff for a variety of positions. Palace 4 & 5

amployment ool ﬁi

FaeFai-AFFLILan ] Jd s 1ah

SureVista Solutions
Blake Ashdown

The Next Big Thing!
RVDealerlntel. ..

Lippert Components
Steve Paul

Correct Track Suspension
Alignment System —

Download the session details on
the Convention Mobile App from
Guidebook on the Apple App

lI)Jy;UfeViSta ﬁ Rgvolufﬂona[_y Ne\i\’ Store or Android Marketplace or
alace 3 roauct rrom Lipper visi i k.com i
Components Bronze 4 sit guidebook.com/getit
@ “IBFTAHT
BEOLUTIOMNE b
B&W Trailer Hitches | Titan Tire Carefree of Colorado | Wheeler IDS - Integrated Blue Ox
Gregg Lafferty Randy McMann Traci DeYoung Advertising Dealer Systems Mike Thelander
American-made Hydraulic Disc Brake Ordering Made Easy! | Ron Wheeler %ar/g B;lfggren and | Chassis Performance:
Products — Information, | Conversions Come Learn about Learn How Dealers ario Britz Giving Your Stock
Installation and Palace 3 CareFree’s New Product | Dominate Internet Using New IDS Motorhome a High
Increasing Profit, the Configurator Marketing Technology to Improve | Performance Makeover
American Way Palace 4855 Bronze 2 the Customer Bronze4
Palace 152 \\lf\//‘(' Wheel Experience
' . - e eeler
=11 TRAILER .
R HITE hFEFE mm.iv 0 “fg;fg. e o :gﬂdveejtvlf[gg (2-hour session)
Bronze 3
AL-KO Axis Inc. Auction123.com Brown & Brown Spader Business Lippert Components
Kary Royer Tracy Amato Fnicurreaal;c(lzgnal Management Steve Paul
Towing Safety System | Online Marketing Tools | ¢ 0000 o David Spader Lippert Component’s
by AL-KO Axis and Strategies to Drive | Janet Scavo Leadership Aftermarket Program
Palace 1 &2 Local Traffic to Your Finding the Profit i Development for Your Bronze 4
Inventory Inding the Profit in Dealership
Cash Transactions
Palace 3 Palace 4635
atace (2-hour session) Im IE
ALKO & s i romminmr | (@Pimezay
Ally Financial SureVista Solutions | Livin Lite RV American Guardian
Bill Thompson Blake Ashdown Scott Tuttle Warranty Services
Leveraging Trends to The Next Big Thing! Thinking Outside the Char/e.‘s Campbell
Predict Sales RVDealerIntel. .. Box — International Compliance: The CFPB,
Palace 1 852 by SureVista Diversification the Dodd-Frank Act and
Palace 3 Palace 4855 the RV Dealership
I. s g Bronze 3
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One for the show.
One on the go.
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2014 RV DEALERS INTERNATIONAL CONVENTION/EXPO

W

Bally’s on the Las Vegas Strip

Better timing, a new venue on the Las Vegas Strip, and an exciting line-up
of new education sessions are waiting for dealers at the 2014 RV Dealers
International Convention/Expo. Join us at Bally’s from Nov. 10-14 for:

* Insight into how great
companies embrace change
from keynote speaker Doug
Lipp, who helped shape Disney
University’s world-famous
customer service training

O]

7\
Protective.

Asset Protection

THOR

INDUSTRIES

VISIT WWW.RVDA.ORG FOR MORE INFORMATION AND TO REGISTER.
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* An expanded Vendor Training .
+Plus program

* A new education track on digital
marketing and social media

* Partners In Progress meetings .
for many manufacturers

2014 PARTNERS

GE Capital

Follow the conversation on:

Linked [}]

™ Mike Molino

LEARNING ’
CENTER  /

Developing Top Performers

A larger expo hall with more
first-time exhibitors

Easy access to Las Vegas
nightlife

Low convention rates so more
dealership employees can attend

BRONZE
CHBA
INSURANCE

DIVERSIFIED

INSURANCE MANAGEMENT
]

N

BANK:WEST 8.

[4 BNP PARIBAS GROUP

ally

L0 e

]%RECREATIONAL INSURANCE
“It's Fun To Run With US!”

Bankof America %%
Merrill Lynch

i

O 2




I ASSOCIATE MEMBER NEWS

ally

Ally Introduces RV-Specific
Training for Dealers

In a competitive and ever
evolving industry, having a
knowledgeable and well-
trained staff can be the
tipping point in making sales
and building customer
relationships.

lly’s market research shows that

RV dealership employees want
easy access to training tailored to their
positions at the dealership. How can
dealers provide that training without
continually pulling staffers away from
customers? Through a mix of in-
person instruction, Web conferencing,
and online courses.

Ally announces the creation of a
new, RV dealership-specific feature to
its Performance Development Center
(PDC). The PDC for RV was
inspired by feedback from the RV
industry and is geared toward RV
dealers. It has two online/on-demand
training modules exclusively for the
RV market.

The online courses are designed
for busy dealership employees and are
available 24/7. Each course takes less
than 30 minutes, allowing employees
to complete the training quickly and
get back on the dealership floor to
assist customers.

In addition to the on-demand
courses, the PDC also has instructor-
led training modules, available in-deal-
ership or offsite, that are applicable to
RV dealerships, including legal aware-
ness, social media, and F&I manage-
ment.

The PDC was created last year to
provide innovative, accessible training
with a focus on dealership processes
and opportunities to improve prof-
itability. It builds on Ally’s long-estab-

lished dealer training offerings, using

i techniques such as role-based learning i
! that develop the skills dealership

i employees need to excel at their jobs.
The addition of RV-specific courses to
i the PDC provides tailored and effec-

! tive training for RV dealers.

With training from Ally’s

! Performance Development Center,

| your team won't just know more,

: they’ll know how to do more. Learn
i more about the PDC at

i www.allydealertraining.com. =

=

(5]

Train both sides of your
business to drive profitability

When you get Agua-Hot training for sales and service
you unlock more margin potential for your dealership.

Training your front-line how Aqua-hot systems deliver more comfort
butlds canfidence that boosts sales conversions and unlt turns,

Training service technicians to diagnose and repain increases
productivity. Plus dealers with Aqua-Hot certified techs are eligible
io be a Factory Authorized Service Center with unigue parts pricing

programs and compensation structure for warranty service.

Learn more aboul how Agua-Hol improves your customer
relationships and becomes your path to profitability,

=% Agua-His
=2

TR AFEE R P MFTEL L TR

M Agua-Hok:

Diirect: {303) 651-5531

Tel: (B} 68 5-4250

wiwaquahot.com/RVDealerTraining
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2014 RV DEALERS INTERNATIONAL CONVENTION/EXPO

NEW DATES: Nov. 10-14

RVD members said they wanted a

convention location on the
Las Vegas Strip and later dates so they
could bring more employees. Well, we
heard you! The 2014 RV Dealers
International Convention/Expo will be in
the center of the action — Bally’s on the
Las Vegas Strip — and take place a full
month later than previous years.

Between our new, central location and
more convenient dates, this is the year to
participate in the premier annual
networking event for RV dealers.

And flexible registration rates
combined with early bird discounts make
it possible for more of your staff to share
in this learning opportunity.

Education is the passport to better-
managed, more productive dealerships,
and this year’s convention offers something

I everyone.

fo
VEND(]R TRAlNlNG + PIUS Vendor Training +Plus sessions
will give you and your staff
valuable face time with vendors and business partners and are
included in your full registration. They’re also available at a
special low rate for employees who can only
spend a day or two away from the dealership.

Presented by:

RVDA™=

The National RV Dealers Association
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Developing Top Performers

 NEW LOCATION: Bally's on the Las Vegas Strip

The Young RV Executives program, ¥,
with events specifically focused on the
needs of younger executives and new
managers, returns for a second year.

FULL REGISTRATION RATE

for first dealership
registrant

per each additional
registrant

Make the 2014 RV Dealers International
Convention/Expo your destination for:

* A rich learning experience bringing
together approximately 60 educational
sessions on subjects driving your dealership
today

If you've registered for the convention
and want to bring employees to
attend just the Vendor Training +Plus

program, you can register them for
that program for $195 per person. The
Vendor Training +Plus badge will also
give the holder access to the expo
and the opening reception on
Tuesday, Nov. 11.

* A new education track dedicated to
social media and Internet-based marketing

* DBusiness opportunities in the expo,
where dealers can meet more than 100
manufacturers, vendors, and suppliers

e Mike Molino RV Learning Center’s
shorter, streamlined workshops for
dealers/ GMs, service writers/advisors,
marketing and sales staff, parts and service managers, and
rental operators

e Partners in Progress dealer/manufacturer meetings, now
spread out from Monday through Thursday so
dealers can attend more workshops

FORIMOREINEQVISIT .
WWW.RVDA:ORG/CONVENTION

Social events and networking opportunities

AND REGISTER TODAY!

Follow the conversation on:

inked[ B B =

LEARNING
CENTER



DEALER REGISTRATION FORM

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

Company Name
Phone Fax
Address
City State/Prov Zip/PC
Email
Nov. 10-14, 2014

2. Registration Fees: Bally’s on the Las Vegas Strip
First registrant locks in today’s lowest rate for all future dealership personnel! Amount
First Registrant — includes Vendor Training +Plus, a $195 value! $879 |$
Registrant Name Email
Badge First Name Please check here if you require special accommodations. [
Second Registrant — includes Vendor Training +Plus, a $195 value! $879 | $
Registrant Name Email
Badge First Name Please check here if you require special accommodations. [
Third Registrant — includes Vendor Training +Plus, a $195 value! $879 |$
Registrant Name Email
Badge First Name Please check here if you require special accommodations. [
Fourth Registrant — includes Vendor Training +Plus, a $195 value! $879 |$
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.*

Dealership must have one full convention registrant to bring additional employees JUST for Vendor Training +Plus.
VENDORTRAINING + Pfus ONLY  The cost is $195 per person and includes Vendor Training +Plus training on Monday, Nov. 10 and Tuesday, Nov. 11, and
Tuesday's reception in the Expo. Photocopy this form to add more registrants for Vendor Training +Plus.

Name Badge First Name Email $
Name Badge First Name Email $

3. Payment Information: TOTAL |$
(] 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). Chargemy: [J VISA [ MasterCard ] Amex  [J 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 22030-2515 e (703) 591-7130 e Fax: (703) 359-0152 ¢ www.rvda.org
RVDA of Canada, 204-6411 Buswell St, Richmond, BC VBY 2G5 e (604) 718-6325 @ Fax: (604) 204-0154 e www.rvda.ca
CANCELLATION / REFUND POLICY: All cancellations must be in writing and received by August 31, 2014, to qualify for a refund. A $30 administrative fee will be
deducted from each refund request received by July 31, 2014. A $100 administrative fee will be deducted from each refund request received between August 1, 2014 and
August 31, 2014. No refunds will be made after August 31, 2014. *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. 33



GO RVING TAILGATING TOUR

MARCHES ON

Edited by RVDA staff

he Sports lllustrated (SI) on

Campus Tailgate Tour presented
by Go RVing is introducing thousands
of college football fans and other
consumers to RV travel and camping
as it travels to top college foothall
matchups this fall.

More than 17,000 people partici-
pated in the tailgates during the
tour’s first month, with nearly 4,000
people touring the Fleetwood Storm
Game Day edition motorhome and
Keystone Bullet travel trailer that are
the centerpieces of the event.

The Sports lllustrated (SI) on
Campus Tailgate Tour presented by
Go RVing is designed to be a high-
impact, on-site consumer event that
showcases RVs as ideal tailgate
vehicles and provides fans the oppor-
tunity to tour the units. In addition to
fan-accessible RVs, it also features
cooking demonstrations with celebrity
chefs, fan games and giveaways, and
autograph and photo opportunities
with Sports Illustrated personalities
and college football alumni.

The “Elevate Your Tailgate” online
sweepstakes is also a key element of

Go RVMQ

the tour, with the grand prize winner
awarded a Fleetwood Storm
motorhome and ten first place prize
winners receiving Go RVing swag
bags and YETI coolers. The sweep-
stakes has generated 175,000 entries,
and more than 10,000 consumers
have opted in to receive more infor-
mation about RV travel and camping

from Go RVing.

As part of the tour, Go RVing
content and video coverage of the
tour stops will appear on Sports
Illustrated website properties and
their social media outlets.

For more information on the tour,
visit www.si.com/sports-illustrated-
tailgate-tour. m

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo
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Think Pink!

Marty and Kathy Shea of Madison RV Center,
Huntsville, AL, an RVDA member dealership,
donated a pink Winnebago Minnie, dubbed “Pinky,”
to the Liz Hurley Foundation, a non-profit organiza-
tion that has raised more than $3 million for breast
cancer awareness. T'he Sheas made the presentation
immediately following the 11th annual Liz Hurley
Ribbon Run, gifting the trailer to founder Liz Hurley,
a popular local news anchor and herself a cancer
survivor. “Anybody who knows me knows I hate
surprises,” Hurley said, “but this is an awesome
surprise!” She said Pinky will be used at fund-raising
events throughout the year.
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1 The Go RVing dealer tie-in
program is back...
and beller than everl The "Auway”
campaign returrs Lo Lhe emotion-
drven lamily locus of past campasgns,
a ’ alang with continued emphasis on the
/ e i ——
; JOVEPRR S ifestyle lor multigenerationa families.
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15 — Plus Program
24 hours a day, 7 days 2 we :
Ges RVing dealers signed up lor the
tig=in program an access via thie
Intermet Go BVing leads that are
priaritized according 1o the consumer's
purchase imelrame. '

Digital RY | e Library o
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A
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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. A 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




The Mike Molino RV Learning Center proudly recognizes these = el Mool

CONTRIBUTORS R

AT BRaEE ara thoss wisd have cantributed T8 thd BV Laaming Cantar curkg the pasT e yaars.

Cantrizuted Total Comtribuwied Tatal

s B bt R ool
MAJOR GIFTS active donors * with cumulative donation or pledge of 525,000 or more
Mewmnar Comoration 350000 E260000 10M31M13 McClain's RY Supersione F000  B2000 063014
RVD& of Cenada $25000 E175000 121813 Pan Pacific RV Celers, Ine. 1000 B41.500 100513
Bank of &merica Memill Lynch 5000 BITAO0O 042013 RVAC F12000  $3B000 122013
Protective 350188 B161.162 112213 Eill Thomas Camper Sales, Inc. 5000 3000 0124
Tom Stinnet Derby Gy RY $L000  B02000 130513 Plkes Peak Traveland o 3000 06933
Pleesurelend RY Centar, Inz $4000 386350 1111513 Paul Evert's RY Counlry, inc. B0 B0000 062414
Harsey Family Mamorial Fund §2000 3700000 OE2EM4  THfn Motor Homes, Ing, B A0l 0244
Bil & ¥risten Fenech J0000  FE2ZL00 02414 Reines R Cemier, Ing. EAO00 BT 025 121813
Ron & Lisa Ferech $10000 360000  1DMOBM4  Avalon RY Cender $1000 $26500 40213
Campars Inn $16000  $56000 1DVOBA3  Holiday Word of Houston $1000 $25000  OGMTH4
Byerty RV Cenler FIRAMD  F52000  DING4 Bil Plemmons SV Workd 5000 FE5000 06134
ogdall Family Fund $6000 343100 030514
CHAMPIOMS active donors™ with a cumulative donation or pledge betweon %2 500 and $24 599
Diversiied ngurance MomL Inc. $RE00 3000 0E2414  Curls Tralers $1.250 20 06
Distier BV Supershons 5000 3EDO000 032114 Circle B RVS, Ing. = L )
Earl Slolizfus SI0000 320000 OBS3013 Hayes RV Cenler $1.050 5,150 06N
Willire RV, Inc. $3000 319500 082614 Budingian RV Supamstars 3750 S5 T50 DEMTH4
Graerwsiary, Inc. [Fie 55 Desler) $5.250 FIBSSD OEMIND Madison RV Suparcantar $1,000 25,500  0aNEN4
Aloin Haus L5000 FIBS00 06244 Camperland of Oidahoma, LLG £1.000 55,350 O6REN4
Rivers RV S250 517,600 053113 Webster City BY, Inc. £2 000 55,100  DSOSM4
Bubch Thomas $1.000  $16000 1130112 Minnesola BVDA £5,000 5,000 M3
Hartelle B Cantar, Inc, F2IB0  HISTED  OBM0M4 Toppers Camping Cerer, £1.000 HM00E  0eMEN4
MEL Insuranca, Inc. FL.000 5100 0BMTMA BesiVelue RV Sales B Senvice £2.000 53750 DAMAN4
Mike and Barf IMoling TS F11AEE (NEMM4 Myers BV Center, Ing. §1,500 S3500  0eRsd
Sy B Seneoe Sakes & Reiras FA000 311000 O0e2444 J D, Sanders, Inc. 5500 S320 e
ARXCEL RV Goip EA00 F11000  ORDGNI RCD Saks Company, Lid $1,000 53250 0anIng
Unitad Siates Wamranty Cormp. F2000  $900280 0430814 A 'World of Training £3.,000 53000 11203
Littke Diealar, Litthe Prices $5000  $100050 012313 RV Oullat Mall §780 52580  DEDHN13
Graal Lakes RV Association FI0AOD  FI0O00  ORPEAT Allance Caach, Ing, £1,000 S2E0 M4
Fick & Sons Camper Saleg O F0000  1IM443  Crestvia SV Center 3500 S2800 1aMana
Fatzom Lake R Ceter §2700 700 12613 Phi Ingragsia £1.500 S5O0 0ANENd
Motlay BY Rapai $1.000 f007E 08133 Oreite Tems Howsing 3500 52500 050814
LEADERS active donors* with a cumulative donation or pledge between 51,000 and 52 499
The Trail Centes 2500 $2350 110613 Cardys Campars 3230 21,300 0ENAd
Hildap Traller Sales =500 §2122 061113 Oud of Doars Mert, Inc. 3500 51,20 D3
Hahle BY, Inz, EVEE $18585 032114 Schasp's R Traveland 3750 1,100 Dav0e4
Dinasaur Electronics: =an0 §1880  OBMAM4  Bill Mimiglees gR00 1,000 4030014
Lind=ay Rizings $1.500 1,500 122013 Tem Manning & Associales $1.000 1,000 O0THIN4
Skylna AV & Home Sales, Inc. §760 $1500 Q7444
Beckley's Campirg Cantar &a00 STE0  OBMTH4 Holiday Hour, Inc., Fa00 200 0E24Na
Camp-Site RV 8500 750 011314 Niefs Motor Homes 3250  $S00 a4
Steindring Malorcoach S500 750 112112 Ocean Grove Suparcenter F500 500 06A0dn4
Bell Camoar Sales 2300 550 OW0H14
Karin Van Duysc 5250 5250 1212 John Peoak 3100 $00 1040313
Modem Trailar Sales, Inc. E280 5280 Q60414 Mike Thompson's BY Super Stoms F100 $00  &12N3
Seuth Hawen BV Canfar £250 5250 0SMIN4  Morhwest BY Sakes F100 $00 08044
Tennessee BV Sals & Sorvice 5250 B250 022114 Amy Penninglon 3100 o NnAamz
Happy Gamping RY £200 5200 11OTM3 Sefrers World of Camping, Inc, 10 00 0aing
dmerizan Guardian Warran 3100 100 10814

Kindlund Femily Schelarship 270000
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COME SEE US AT BOOTH 808 - RVIA DEC. 2-4
WE'RE EQUIPPED TO MEET ALL YOUR NEEDS

s ‘ - =

AMERICRH GUARDIAN WARRANTY SERVICES BEFERS TOP OF THE LIME PROFESSIONAL SOLUTHINS T0 MEET THE NEEDS OF TODAYS MOBERN DEALER

AGWS | 8005792233 Ex14213 | AGwsincCoN | @R

i | T VR Lkl



RVDA's EVENT HAS

GONE MOBILE!

THANKS TO OUR 2014 MOBILE APP SPONSOR

ebay MOTORS

Schedule, Maps, Twitter and more on your
mobile device - completely free.

Download Guidebook on the Apple App
Store or Android Marketplace or visit
guidebook.com/getit

guidebook
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RVDA THANKS OUR 2014 CONVENTION/EXPO SPONSORS,
WHOSE GENEROSITY MAKES THE CONVENTION HAPPEN!

Breakfast Wednesday, Nov. 12 Dealer Lounge Parts Educational Track Tuesday Evening Reception
Sponsor: TCF Inventory Finance Inc. Sponsor: Thor Industries Inc. Sponsor: Coast Distribution System Sponsor: Forest River

m‘:.x'r.'lrf:\:j
il INDUSTRIES

FHL BEST Ol ™

Convention Mobile App Expo Hall Luncheon Wednesday & Thursday
Sponsor: eBay Motors Co-Sponsors: Tiffin Motors, NTP-STAG, Sys2k

n II..-._-,'._-u V“- Ty 7 2
b3y MOTORS @ TIFFIN  friipstag {2

Young RV Executives Reception General Sponsor General Sponsor General Sponsor
Wednesday, Nov. 12 Sponsor: Winnebago Sponsor: Newmar Sponsor: Carefree of Colorado
Sponsor: Coach-Net

[ Coach-Net WINNEBADDZ s ﬁﬁ?ﬁ
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RV Lithinm Batteries
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«EezTire - Tire Pressure Monitoring Svstem (TPMS) (510) 910-5307
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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

40 RV EXECUTIVE TODAY

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: CSl'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 :
post job openings through a ;
: partnership with Boxwood ;
i Technology at www.rvcareers.org. :



ONLINE TRAINING WITH FRVTA'S

DISTANCE LEARNING NETWORK

The DLN offers your dealership: than 50 training sessions, reviews, and test prepara-

tion sections. Also included are manufacturer- and
» supplier-specific advanced repair and trou-
| bleshooting classes designed to upgrade

e Onsite training
e Group training

* No travel time or expenses | —— technicians’ skills. Completion of these

* Self-determined pace L classes qualifies for recertification

* One fixed price of $995 for the hours. Classes are available 24/7
subscription term |5,r;:mg,,t,m } throughout the program year,

The Florida RV Trade Association e ke Molino providing maximum flexibility.

and RVDA’s Mike Molino RV ( NLEARNING ) * Service Writers/Advisors — This

Learning Center partner to provide 48 CENTER three-hour program is valuable for both

distance learning opportunities to RV new staff and experienced personnel

dealers and their employees. The Distance preparing for the RV Learning Center’s Service

Learning Network is $995 per year for each dealer- Writer/Advisor certification.

ship location. Over 50 sessions available, 24 hours a o , , o

day, seven days a week, with full access to training o Grgeters/Receptlonlsts — This 50-minute session is

through July 31, 2015. suitable for all employees who need customer

service skills. It includes a final exam and certificate

The DLN offers online training for:  of completion.

RV Technicians — The certification prep course helps ¢ Dealers/GMs — This program features important
technicians get ready for the certification exam. topics for management, including lemon laws, LP
Your subscription includes unlimited access to more gas licensing issues, and the federal Red Flags Rule.

DEALERSHIP REGISTRATION

Company Name:

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

Mentor Name: Phone:

E-mail (at dealership): Fax:

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

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

PAYMENT METHOD \ote: prices are subject to change without notice. Complete lower section and mail or fax to:
Florida RV Trade Association, 10510 Gibsonton Drive, Riverview, FL 33578, (813) 741-0488, Fax: (813) 741-0688

() PAY BY CHECK OR MONEY ORDER () PAY BY VISA OR MASTERCARD

Name on Credit Card: Card Number:

Security Code: Expires: Card Billing Address:

Card Holder Signature:

For more information, call (386) 754-4285 or go to https://www.fgc.edu/academics/occupational-programs/rv-institute/ 8/2014
NOVEMBER 2014 41
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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

9/1/14 - 9/30/14
Dealers

Freedom RV Inc.
Liberty Lake, WA

Jerry's Trailers &
Campers
Norfolk, NE

Aftermarket

Southwest Exchange
Inc.
Yuma, AZ
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The BEST for You
and Your Customers

There are good reasons why our
XiraRide= service contract program
has been exclusively endorsed by
the RVDA for more than 20 years.

Wer glve vour deslership tha
BEST opportunity to:
» Oifer-one of e most comprehensive
senvice contracts avallaols
® o profitability
s Drtvie custorrer setisfaction

B out whal Protesive Assel Protection Can do iar your dealershid and viour Customers — 50 hay Can protsc
lormirrow and embrsca tocay. Call us at 888 258 1901 or visit protectiveassetprotection.com to learn more.

Protect Tomorrow. Embrace Today.™ A
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