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FOREWORD
You're about to learn the art of auto sales from an individual who has made, and continues to make, a comfortable living in the car business. There are no secrets; I speak from years of experience. The information put together here is the culmination of hundreds of training manuals, seminars and workshops, written and taught by some of the best in the business.
We are not going to reinvent the wheel. We're just going to get them all rolling in the same direction. This is not some newfangled, cutting edge way of selling. It is sound, basic fundamentals that will help you become a top performer in automobile sales.
Do you have what it takes to sell new and used cars and trucks? Probably. The notion that you must be a fast talking individual with a magnetic personality is simply not true. Nor is it true that all automotive salespeople are crooks and liars. Car dealers and salespeople who still live by those standards have perpetuated this stereotype. Today they are in the minority, not the majority. Having said that, I have included a funny letter on page six which sums up everything you’ve heard. As much as a lot of this lingo still exists, it has nothing to do with the actual integrity of the dealers across the country.
All you really need is a love of cars, a desire to be successful, a cheerful disposition and lots of energy. In addition, intelligence, ethics, professionalism, an unwavering desire to serve people and a positive attitude are valuable assets in this career. Although isn’t that true in the careers of lawyers, doctors, engineers?
In this book, I will show you what to do and why. I will share with you why you must do certain things a certain way to be successful. I won't dazzle you with pie in the sky, making it big or promoting a sure-fire way to make a zillion dollars in your spare time. What I will give you are complete, simple, step-by-step guidelines to get into automobile sales and make a very good living at it.
Many of the things I teach can be applied to selling other products as well. At the time of this writing, there are more salespeople in the United States making over $100,000 per year than there are doctors. You should, only after you have mastered the principles of selling, make the decision whether to sell cars or choose another product to sell. If you choose to sell cars, the rewards are many. You’ll always be driving the latest new cars. You will constantly be meeting new people. In fact, I know men and women who have met their spouses through auto sales!
Part I of this book is ATTITUDE, and it is the most critical guideline to master. Anyone can tell you what to do and say in any industry, but how you feel everyday will dictate your level of success… or failure.
Part II of this book is ABILITY. I will walk you through the techniques of selling a car. It’s not that tough. But try to apply those techniques without the proper attitude and your career will wallow in mediocrity like many others that have come and gone before you.
The steps, statement lines and questions we will be covering work! Learn them well and use them often.
I have trained 18-year-old kids’ right out of high school and 50-year-old women starting a second career. Many have done well following these simple lines, principles and attitudes. I have also shared them successfully with seasoned pro's that had previously learned to sell through trial and error.
So in a nutshell, if you want to sell cars, which I’m assuming you do since you shelled out the dough to buy this book, you are going to need to do two things:
1) Develop the right attitude.
2) Learn all the techniques of working a car deal from beginning to end.
I firmly believe that in most major car dealerships many of the sales personnel aren’t making nearly what they are capable of. That’s because they either have one or the other. If they know the road to a sale but hate their lives, they are destined for failure. Likewise if they have a great attitude but do not have the skills they will fail again.
If you want your new automobile sales career to jump into high gear right from the start, or if you're reading this book to give your selling career a shot in the arm, follow these two guidelines faithfully and a lifetime of prosperity awaits you.
Special thanks to Fred and Pat Bennett
Without whom this dream would still be in my head.
And to my wife, Debbie, whose hours of diligent typing in 1989
put this dream into motion.
Clarification
Throughout this book, sales personnel are referred to as salesmen, saleswomen, or salespeople, he’s and she’s, etc. There are great opportunities for everyone to be successful. It is still a business that employs mostly men but at the time of this publication, over half of all vehicles are purchased by women. That means, mostly men are selling to mostly women. For this reason, I believe there is a great opportunity for women as well as men to have fulfilling and successful careers in the automobile industry.
About my customers:
Many times throughout this book I refer to customers with funny names like Ma and Pa Kettle or whatever. I do not mean any disrespect. Quite the contrary, I have the utmost respect and admiration for customers. They are my survival. It is just that I had a great time selling cars. It is a fun business and this training manual, written through my eyes and my personality, reflects that.
An open Letter to the Editor and what
NOT TO DO IN YOUR SALES CAREER!!!
Having the Right Attitude Is Everything Desires/Goals
Part II
The Mechanics of Selling a Car
Thirteen Steps to Selling a Car
Meeting and Greeting/Assuming Control
Qualifying/ Three Types of Buyers
Six Position Walkaround Presentation
Turn-Over to the Business Office
Letting the Customer out Right
Ad Leaders, Advertising & Aftermarket Promotions
Earning the Customer's Repeat Business/Bird Dogs Prospecting
Auto Dealers Association
Big City, USA
Gentlemen:
I ask that you explain the treatment that I received when I visited Fastbuck Motors to inquire about a used car.
The first man I talked to switched me to another salesman because he said I was a be-back and he wasn’t going to handle a split. The second salesman told the other gentleman he would skate the deal and try to sell me a 90-day Out-of-Stater with cancer. He described it as a Rag Top Six – Banger with a three-on-the-tree hand shaker, rubber guts, choir, heat and no ice, no hole-n-the-roof and no rest-a-foot. He also said it was barefoot so it needed skins and an Earl Scheib.
When I passed, he showed me a Brass Hat Creampuff equipped with a grinder. He said I could steal it for two back of book but would have to deal today since it was a Low Gross Special. He told me he was on my side, as he needed this one to make bonus.
After he wrote it up, he left me in the toaster. Then he returned to the booth and said they had to knock the trade a hun because the boss said it was a roach with rubber guts, Linoleum floors, which had to be dumped on an iron lot or rolled around by a tow-bit gypper to bail out of it. He explained I had buried a load in my toad, but he would try to mouse me for a down stroke at the blood bank if I would hock my sticks and come up with a Co-Pilot.
I must have agreed and the Finance man came in and called the Banker to see if they would carry the back-end. He explained that I wasn’t Gold Plated, was probably a floater, looked like a skip and so on. When I questioned this conversation he suggested to the Salesman that I must be a squirrel because I didn’t act like the usual Grapes, Mullets and Lay-Downs.
The T.O. was reportedly out for a nooner, so I was turned over to the Insurance Man who tried to bust me for Slip-n-Trip, and Rust-n-Dust. When I didn’t buy the whole Ball of Wax, he said I was a Pipe Smoking Slide Ruler. He then mistook me for a, Mr. Herman Puller, whoever that is.
The salesman finally showed a paper down, laid off the back, curbed the sled, explained the pickles and the monthlies, papered the ride and rolled me.
My question is, did I buy the car?
PART I Attitude
Having the Right Attitude Is Everything
Jack Bennett’s famous “Rules of 90-10!”
Studies show, as put forth by all the great minds that have pondered the business of selling automobiles, that selling cars is 90% attitude and 10% ability. And because I agree, I have dubbed it the first and most important of Jack Bennett’s famous rules of 90-10 (more to come).
A sale happens when your enthusiasm is transmitted to the customer. When he is as excited about buying a car as you are about selling it, he’ll buy!
Remember that your attitude will show itself in your emotions and that’s what it takes to sell anything – EMOTIONS! (Which is rule of 90-10 number three… but I’m getting ahead of myself). If you are emotionally up when you’re in front of a customer, guess what? He’ll get emotional too and then we’ll all get emotional together and sell the car. The way you’re going to get your emotions up is to have a great attitude. And the way to develop a great attitude is to know what you want and to decide once and for all that it will be yours.
Let’s talk a little bit about nature, people and the human brain. In order to get what you want you must first have one dominating thought. Desire! Without desire you have nothing. With it you can and will have anything. Desire is the driving force behind all of our actions. Real desire to attain what you want out of life means doing whatever it takes to get whatever you want, within reason.
Selling cars in an automobile dealership requires commitment. Generally, successful salespeople will put in 45 to 55 hour weeks, (although working smarter, not harder can keep those hours closer to the 45 number). Dealership owners are very driven individuals. General Managers and sales managers can be tough but, whose boss isn’t? Normally these people put themselves in these positions by working their way up through the ranks.
As a professional automobile sales representative, you are an independent contractor. You run your own business with no investment other than your time and energy. And in exchange for that commitment, you will reap the benefits of a great income, excellent health insurance plans, paid holidays and more.
There are eight ingredients which combine to develop the right attitude and in turn, a successful sales career:
1. Desire and Goals
2. Playing the Game
3. Disassociation
4. Humility
5. Employeism
6. Enthusiasm
7. Persistence
8. Personal Organization
I mentioned earlier that the foundation for all success is desire. You obviously have the desire or you wouldn't be reading this book. You want the best for yourself and your family. You want your friends to respect you and you want your life to be fulfilling. If you are over 25 years old and reading this book, there must be something missing in your life. Things are flat, life is ho-hum, you’re not REALLY happy. Or maybe you just want a change. Or maybe you want to make more money, or whatever. If you are younger than 25, you haven’t spent enough years in the workforce to be all that disheartened, at least I hope you’re not! But even for you, you’re trying to find what in life really makes you tick.
“If you find a job you love, you’ll never work another day in your life.”
So here you are, sitting in your office or your home, reading this book and hoping beyond hope that this book will be the answer to your dilemma. So the desire is there, all you have to do is strengthen it. To do that, you need the skills. That’s what I am going to give you. But in order to put those skills to work for you, you need something else, and that something else is a goal, or several goals… or MANY goals.
You can't desire that which you don't know you want, but you can have, within reason, anything you desire.
What is a goal?
“A measurable objective in a predetermined amount of time.”
There are three kinds of goals:
1. There are “real goals” or what I call “feeling goals” that come from within. They are set in your heart. Happiness, health, and friendship, just to name a few.
2. There are monetary goals that are pretty self-explanatory. Buy a house or a boat or whatever. Have some extra money, travel, etc.
3. Then there are goals set by your sales manager. Sell 20 cars a month at $1,200 profit each.
The first goal is something that you can set and attain merely by having the right attitude. Your wife, girlfriend, husband or boyfriend can't help going along with someone who is enthusiastic about being alive and knowing where they are going. Children love being around enthusiastic people.
The second goal is deciding what you want, sitting down with pencil and paper and writing it all down. Decide what you want and how long it will take to get it. Your list should include at least 20 to 30 things you really want. Don't hold back anything just because you think it could never happen. One of the best ways to do this is by starting with the phrase:
“If I won the 50 million dollar lottery I would…”
Because we all do that when the lottery gets really high, don’t we? We sit around over a beer or coffee and tell each other what we would do with all that money. Well all you need to do is decide that you HAVE just won the lottery, the lottery of “life.” You can do anything you want so lets get started on that list.
There are three steps to the list. The first step is to write everything down. Maybe you want to get your picture taken with the President or you want to take a two-week cruise. Buy a bigger house. Learn how to play the tuba! Whatever it is, write it down!
The second step is to go over the list and prioritize everything on it. Not by what you will accomplish next but what is most important to you. You may want to be a sales manager within a year and build a new house in two years. Priority number one is the house, if that is in fact more important to you.
The third and final step is to put a date next to each one. A realistic month and year you hope to accomplish that goal. Selling 50 cars by the end of the week is not a realistic goal because it is too high and unrealistic. And neither is selling 30 cars in six months, that’s too low.
Once you set this list, you are on the road to productivity because you now know why you get up in the morning and why you put one foot in front of the other. And with that in mind you will have a better attitude! Many people go through life without real direction and for that reason and everything they do is dictated by other people!
Let me explain and with no disrespect intended, I am going to put you in the picture. I think that you wake up in the morning in neutral. You don’t have an attitude one way or another. You might be tired or something from staying up too late the night before… and this is my AA segment of the book. If you drink and work in the car business, quit one or the other, preferably the drinking. If you stay up all night, you cannot drink enough coffee the next morning to feel good enough to spend the next 12 hours on the hot, black asphalt car lot.
Okay… okay, I’m off my pedestal so it’s back to attitude. For the most part, you start every day with a clean slate. You walk ten steps, and smash your foot on the bedpost. (If you take ten steps to kick your bedpost that is ONE BIG BED!) “Ouch, that's gonna leave a mark. It's going to be one of those days. I should just go back to bed.” As soon as you say that, you might as well go back to bed, because you are right. You have set the wheels in motion to make it “one of those days.”
But let’s assume you don’t go back to bed. You fight off the pain, head to the bathroom and take a shower. Your toe stops throbbing, the blood coagulates, you start feeling better and things are okay. You get out of the shower, start shaving and cut yourself. “Damn, I should go back to bed.” But you don't. You stick toilet paper all over your face and carry on.
You start thinking about your workday. You’ve got some solid appointments lined up so you start feeling better again. You head to the kitchen and your 10 year old son runs up and says, “Daddy, Daddy, look. I’m all the way up to a 'D' in math class!” And you thought your son was doing really well. You get depressed again and figure you should go back to bed… but you don’t.
Then your wife or spouse makes you a great breakfast and you’re thinking about the delivery you have today (more on what that is later) and you feel great. Then you find a surprise your two-week old puppy left on the carpeting, and now you’re aggravated… again! You clean that up, get in your car and head off to work. Your favorite song comes on the radio and you hear the local team won last night so now you’re riding high, feelin' fine.
Then someone cuts you off in traffic. You give the offender the old one-fingered salute and shout out some language that would make a sailor proud. And now you would just like to go back home. But you don’t. You forge ahead to work and when you pull onto the lot, you see the car that you’re going to deliver has been cleaned and ready to go, parked in front of the showroom. Ah, life is good and you are feeling great. Then you go into the morning sales meeting (hopefully with the shaving cut toilet paper removed from your face).
Now the sales meeting is usually run by a manager who may have gone through the same kind of morning you’ve had. He begins with, “Who left the keys in the #9 demo last night? And who did this and where is that? And we got a big sale starting today so get out there and be happy!”
What is going on here? You have been on an emotional roller coaster for the first two hours of your day. By the time you get to the show floor at 9:00 or 9:15 in the morning, you do not know how you are going to feel, attitude wise, do you? It is literally a crapshoot as to how you will treat your first customer. Are you the person who just got yelled at in the meeting or are you the one who just got a $500 bonus for selling a particular car? It is not a good situation, yet countless salespeople go through it every day.
The real problem is that other people dictate everything you do and how you feel. And because you have no goals, you simply react to outside circumstances. If you make a list of everything you want to do with your life and read it and obsess yourself with it, you'll find fewer things bother you. If you have written on your list that you are going to build a new garage in six months, you will not let a guy who cuts you off in traffic bother you. “Hey buddy, you can't bother me, I'm building a new garage!” With that kind of attitude you will be very tough to stop. Plus there is a big benefit to having clear, well-defined goals. I’ll guarantee if you are obsessed with building a new garage, in the next 30-45 days you’ll meet someone that either builds garages or just had one built or installs garage doors or something. You will find yourself getting lucky!
“When you're good, you're good. When you're lucky, you're good.
When you're good and lucky, you're great!”
The types of goals listed in the third bullet point go something like this. The manager says on the first of the month, “All right, I want this month's goals and objectives on my desk in two hours.”
Moans, groans and complaints are what you will hear throughout the meeting room. Most salespeople don't know how to play the game (which we’ll discuss later), or they don't have the right attitude to sell cars. Or they probably don’t know how to set goals that will help them be successful, which would give them a better attitude, which will help them sell more cars which will… Okay you get my drift. So the quota they set for themselves and the management is unrealistic. They'll set themselves up for the dreaded day next month. It's a vicious circle.
I have included a typical dealership goal sheet at the end of this section. If your dealership does not use one, feel free to copy this one and of course send me $.65 for each one. I’M KIDDING! A goal sheet is the best way to monitor progress and make it easier to reach your goals. After you have used this type of system for a while, you can identify weak areas in the months ahead. Maybe you notice that not a lot of business comes from referrals, so you can adjust your objectives to an area where you might be stronger.
There are several other steps to accomplishing your goals. Goals should be broken down into long-term, mid-term and short-term.
Short-term goals are goals of less than four months. Some of them may even be referred to as “tasks,” like a “to-do” list. What they do is support you and your family and your personal needs right now. How many cars you are going to sell this month is an excellent example.
Mid-term goals, four months to a year, are generally support type goals - education, etc. They are goals that will support your long-term objectives. Example: if you have a long-term goal of competing in a bicycle race, your mid-term goal would be to compete in lower level competitions. Your short-term goal would then include learning everything you can about bicycles and racing. That way, when you reach your goal of competition, you will be ready.
Long-term goals are ones you expect to reach in no less than one year, but could be as long as five. They will be the direct result of accomplishing your short and mid-term goals. Then your goals will rotate from the longest to the shortest as you reach them.
Listed below is an example of how a goal sheet might look:
Long-term goal: To be the used car manager 18 months from today.
Mid-term goal: To learn as much as I can about the automobile business and management and be an assistant manager in 12 months.
Short-term goals: 1. Enroll in management class at the local college.
2. Continue to sell as many cars as possible through practice and application.
3. Study industry material at least one hour per day.
If you were to set up this simple goal scenario, you WILL BE a used car manager in 18 months.
The wonderful part of this program is once you are the manager you can change your long-term goal to be the general manager or even a dealer. At that point of course, your mid-term and short-term goals will change accordingly.

To continue developing the right attitude you must learn to “play the game.” When you do it correctly, you are a much easier employee to work with, and the employee who is easier to work with is the one who gets ahead. You know you are playing the game successfully when the boss says things to the other salespeople like, “Why can't you be more like Joe?” (Assuming your name is Joe of course.)
These are not “pull your teeth out” types of business habits but make them your way of life at work. These are simple, logical, business principles. I bring them up because many salespeople don't seem to recognize the need to do them.
Playing the Game means you must:
Always check out with the manager and the receptionist when you leave.
Be on time.
Don’t read the newspaper or eat at your desk.
Don’t complain.
Stay away from the evil coffee machine.
Get along with employees in the support departments.
Always make an effort to be pleasant.
Your personality is generally not something you can change, but you can learn to be a person who is easier to get along with. It seems like people with great attitudes always have a nice personality.
Can't we all just get along?............................................................
Getting along with the technicians was something I always tried to do. I was a tech once, so I could relate. Well they apparently took a liking to me, and one day while I was in the service department checking on a delivery a couple of techs asked for some help. They had a rattle in the back seat of a police car that was in for service. They asked me to hop in the back seat so they could shake the steel cage and find the noise. Having never spent any time in the back seat of a squad car, I bit. Lesson one: Once inside the back of a police cruiser, you can't get out. Lesson two: Never get in. They let me stew for a while until the laugh was over and mercifully let me out. They bought me a soda, no hard feelings. I said, “I forgive, but never forget.” I still owe those guys.
A typical new car dealership is really five businesses under one roof:
The new car department
The used car department
The service department
The parts department
The body shop
For all intents and purposes these are the main five but there are also ancillary departments like leasing, human resources, fleet sales, etc. Studies show there are over 30 different job descriptions in a typical dealership.
Each one of these departments has its own managers, assistants, hiring and firing practices, etc. But they all work toward a common goal of serving people. Everyone that buys a car from your dealership is really buying all five departments. You must understand your customer is going to come in contact with the service department and if you, as a salesperson, aren't supportive of the people that work there, you may not get the kind of results you would expect. Like it or not, that’s the way it is and it’s true in lots of businesses.
The technicians, the parts people, the body shop personnel and everyone else in the back of the dealership are in their own world and people in the sales department are not a part of that world, at least not at first. And as a new salesperson that is going to make you feel uncomfortable, but don't take it personally. You’ll be able to weather it out and once you do, those people will help you sell more cars. Until that time, if you don't have something nice to say, don't say anything! You have to remember that without them, things get pretty rough in the car selling game. Equally important, they would have a hard time surviving without us. Just look at any corner service garage. They are just another service department without a body shop, a parts department or a sales force. How much money do you think they make compared to a full service dealership? By the same token, there are not many successful dealerships without an equally successful service department.
Here's how you should work with fellow employees. Treat them like who they are, real people with the same needs and problems you have. Buy them coffee, compliment them, ask for their opinions or tell them jokes. Keep in mind that they have problems too. From the parts department manager who isn't making his quota, the office manager who has 12,000 things on her mind, or the technician who's not getting enough work.
If you're not sure how to get something handled, ask politely. If you get a rude or snippy response back, just swallow your hot reply and find someone who can help you. Because if something is really important, you'll work to get your problem solved or your question answered. Are you really going to let a technician with a bad attitude ruin your day and keep you from building your new garage? I THINK NOT! This is all part of the daily challenges of salespeople on their way to real growth and success in sales.
The last note in “playing the game” is when you see something wrong or out of order, fix it or tell someone who can. If you see cars that have keys missing or stock tags torn off, take care of it. You'll never know when you'll have to show that car. These are simple habits that should carry into your personal life as well. Playing the game is easy and it will make time go faster. The biggest enemy of the automobile salesperson is idle time.
You will never have the positive attitude necessary to sell cars unless you learn to disassociate.
Disassociation will give you two important things:
1. It will keep you in the know.
2. It will make it easier to keep a positive attitude.
Disassociation is just what it says. Anyone in the dealership, who does not buy cars from you, affect your pay or sign your paycheck, is someone you basically don't need. The most important of those unnecessary people are other salespeople. They will do nothing to help you sell more cars or make you money. We're not here to make friends. We're here to make money and until one of those salespeople buys a car from me or signs my check, I don't need them! I don’t want to sound cruel but I want you to focus. Focus on yourself, your family and your career.
Visit: http://www.smashwords.com/books/view/59097 to purchase this book to continue reading. Show the author you appreciate their work!