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On the Block Wants To Hear From
You. Tell Us What You Think!
On the Block encourages its readers to send
comments, opinions and suggestions about the
publication.
Letters can be emailed to naaa@naaa.com. Include
your full name, address and phone number. We
may be unable to publish some submissions and
may edit submissions for length
and clarity. This is a great
opportunity to hear back from
our readers on what you think
about the articles and what
topics you would like to see
covered in future issues.
Visit us on Facebook and LinkedIn
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PRESIDENT'S MESSAGE

Time for CAR — and to Say ‘Thanks’
I have a confession to make: Yes,
what you’ve heard is true — time really
does fly when you’re having fun! I’ve
so enjoyed serving as your president,
whether visiting auctions, presenting
awards, working with committees or
representing our membership, that I
can’t believe half my term has passed
and it’s time for another Conference of
Automotive Remarketing (CAR) from
March 18-19 in Las Vegas.
And it’s also incredible to think that
2015 marks our fifth year as a co-sponsor
of this major industry event. We’re truly
proud to have been a part of CAR these
five years as a tangible demonstration of
our commitment to strategic cooperation
and teamwork, which we believe is the
key to shared success for all in the auto
auction industry.
Now celebrating its 20th anniversary,
CAR has built a sterling reputation as
a single forum where the best in our
business gather to exchange ideas, share
experiences, establish common practices
and promote professional development —
thanks to its founder, the late Ed Bobit.
I’d also like to express my gratitude on
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behalf of NAAA to
those whose dedicated
efforts make this the
premier remarketing
conference — the
industry leaders and
experts who offer
valuable business
tools and tips in
their stimulating
ELLIE JOHNSON presentations, the
exhibitors who display many new and
innovative products and services on the
show floor, and the hardworking staff
behind the scenes who produce a powerful
program and ensure it runs smoothly.
Of course, I am most grateful to all
of you who have attended CAR over
the years. Your continued participation
in the educational seminars, panel
discussions and networking events keeps
the conference going strong.
For those who haven’t had the
opportunity yet, I invite you to come
and see what CAR is all about because
this year’s agenda promises more
energizing, informative content. Here are
just two examples:

• Former Buffalo Bills player and
NFL Hall of Fame member Jim Kelly
will present the opening address with
his inspirational insights on persevering
to overcome obstacles and reach goals,
which he learned as a quarterback
leading his team to four Super Bowls, as
a father caring for a special needs child
and as a man facing cancer.
• Auto remarketing veteran Mike
Hockett, Sr., founder and CEO of
Auction Broadcasting Company,
explains how we can use our experiences
to successfully navigate our rapidly
evolving industry in his keynote speech,
“How Learning from the Past Will Help
the Industry Plan for the Future: 50
Years Ought to Teach You Something.”
So whether you’ve been coming to
CAR for 20 years or are attending for
the first time this month, I encourage you
to take advantage of all this event has to
offer. Don’t miss the chance for enriching
your knowledge and enhancing your
contacts with leaders of the remarketing
profession. After all, there’s no time like
now to develop your business acumen for
greater success tomorrow!
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SAFETY FIRST

NAAA President Ellie Johnson
Spearheads Industrywide Safety Project
Auto auction owners and managers
often feel isolated when they look to
outside sources for assistance with
operational challenges. Fleet safety is
one example. A plethora of information
is disseminated by insurance companies
and safety advocacy groups, but it is
geared toward large dealerships, trucking
and other large-scale transportation
operations. Little information is available
that specifically addresses the exposures
of the auto auction industry.
The National Auto Auction Association
(NAAA) has been the leader for years in
providing safety resources, such as the
Cycle of Safety DVD, produced with the
help of Auction Insurance Agency (AIA)
and our staff to help mitigate the dearth
of lane safety information available to
auctions. NAAA continues to strive to
provide safety and risk-management
information to the industry to help
prevent accidents and protect members
and their customers from harm as they
conduct business at the auctions. With
that in mind Ellie Johnson, NAAA
President, has made safety a focus of
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her NAAA reign this year. She has asked
Arthur J. Gallagher Risk-Management
Services, Manheim, ADESA, Brashers
Auto Auctions and additional
independent auto auctions to collaborate
on an industrywide safety project that
will provide tangible solutions to industry
exposures, such as lane accidents and
over-the-road driving. President Johnson
has asked Jerry Hinton, NAAA vicepresident, to chair the committee.
The goal of the project will be to
harness the information and experience
of all auctions to ensure that the industry
is using all of the resources and tools
available to establish and maintain
the most safe and efficient operations
possible. Members of the NAAA have
always approached industrywide
initiatives as a way to give back to an
industry that has provided so much
to their respective auctions. We look
forward to a lot of hard work and
sharing the rewarding benefits that will
come from President Johnson’s initiative.
Stay tuned for more information to come
in the later months of 2015.

THE GOAL OF THE
PROJECT WILL BE
TO HARNESS THE
INFORMATION AND
EXPERIENCE OF
ALL AUCTIONS ...
TO ESTABLISH AND
MAINTAIN THE MOST
SAFE AND EFFICIENT
OPERATIONS
POSSIBLE.
BY MICHAEL J. ROHDY

Area Senior Vice President of Arthur J.
Gallagher Risk-Management Services, Inc.
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LEGAL BRIEFS

Criminal Behavior
on Auction Property

WHAT’S AN EMPLOYEE TO DO?

Our National Auto Auction
Association (NAAA) members
collectively are big business, generating
billions of dollars in sales of vehicles and
related services on a national basis each
year. With so much value, the temptation
for outsiders to benefit themselves at
the expense of an auction can, in some
instances, be overwhelming. Each one
of our members, at some time in its
existence, most likely has encountered
criminal behavior, including theft of
personal property and, more significantly,
theft of vehicles. In today’s world
with key fobs and push-button engine
activation, the opportunity for criminal
behavior can be that much simpler. Key
fobs themselves have become the target
of thieves for their market value after
reprogramming.
Suppose one of your employees
observes what appears to be a crime in
progress, involving the theft of personal
property and/or a vehicle. Should the
employee take steps to stop the alleged
wrongdoing? Can an employee frisk
wrongdoers to determine if they are in
possession of auction property? Can an
employee detain an alleged wrongdoer on
site? Can an employee make a “citizen’s
arrest”?
While it may seem entirely appropriate
and even prudent for an employee to
ask a suspect to remain on site and/or
to answer questions about what appears
to be improper behavior, in today’s
litigious world, the better course of
conduct for our NAAA members is to
establish a clear and unequivocal process
to be followed in the event of suspected
criminal behavior and to educate their
employees about the process. Among
other things, upon the suspicion of
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criminal activity, a chain of command
should be established to provide a
report to appropriate authorities in
management so as to permit management
an opportunity to gauge the best
response. That response may include
the decision to call and involve law
enforcement or undertaking other steps
to ensure appropriate identification of the
suspect without, necessarily, prompting a
confrontation that could lead to injury or
in a worst case scenario, death.
If an employee does engage in selfhelp and attempts to detain, question
and/or frisk a suspect, the consequences
in today’s world could be significant,
including a lawsuit against the auction
and/or the employee by the suspect
asserting claims for false imprisonment,
false arrest, malicious prosecution and/or
defamation.
With the increased likelihood of such
criminal behavior now and in the future,
many of you may have taken steps
designed to protect your organizations
against theft and/or an accusation of
wrongful detention and the like. Among
the steps you should consider are the
following:
1. Developing a clearly articulated
procedure, which would be made known
to all employees, as to their best course of
conduct in response to suspected criminal
activity.
2. To the extent affordable, having
surveillance equipment that will assist
your organization and enforcement
officials identify suspects, should they not
remain on your premises, but escape with
stolen articles.
3. Consulting with your insurance
agent and insurance carrier to
ensure that your insurance coverage,

including general liability coverage, is
broad enough to encompass not only
theft losses, but protection of your
organization and employees against
allegations of wrongful detention,
malicious prosecution, and other charges
if an employee, reacting in an urgent
situation, were to take steps to detain a
suspect.
4. Having professionally trained
security officers and/or off-duty police
officers present on auction day or other
times when there is likely to be the
presence of a large group of outsiders.
This is a good idea, since such persons
are accustomed to dealing with criminal
and suspected criminal behavior. Many
jurisdictions have statutes or regulations
establishing guidelines for who is
qualified as a “security officer” and what
powers they can exercise. It may be wise
to have at least one employee trained and
qualified as a security officer.
5. Having as complete a check-in
system as possible to ensure all of those
present at your auction have proper
identification and can be identified if they
are suspected of wrongful behavior.
Like many things in business, an ounce
of prevention is better than a pound of
cure when it comes to ensuring that your
businesses are prepared for inevitable
criminal behavior and, as importantly,
educating your employees about the
appropriate steps to take and the limits of
conduct to observe to avoid consequences
that may be bad for the employee and the
business.

BY THOMAS E. LYNCH III

Esquire – NAAA General Counsel
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MARKETING MATTERS

2014

SOCIAL MEDIA STUDY REVEALS

Importance of Social Presence to Automotive Industry

Social media is a vital part of
consumers’ decision-making processes
when they are researching automotive
brands and models, according to
the “J.D. Power 2014 Social Media
Benchmark Study – Auto.”
The study found that one out of five
consumers use social media as their
main source of information about
automotive brands. This underscores
how important it is that automotive
brands have consistently branded
channels, such as Facebook, Twitter
and YouTube. It is also important for
automotive brands to consistently
monitor for customer sentiment and
address unhappy consumers.
The most frequently used social
media channel was Facebook, followed
by YouTube and Twitter. Social media
is used for researching brands as
well as crowd-sourcing answers to
questions. Nearly one out of three
consumers used social media to ask for
recommendations about a product or
service from friends.

WWW.NAAA.COM

What does this mean for dealers?

• It is vital to have a social media
management plan in place. This J.D.
Power study revealed that consumers
who said they were “delighted” with their
social media servicing experience were
more likely to return to the dealer for
other purchases or service in the future.
• Dealers should focus on the three
channels mentioned: Facebook, Twitter
and YouTube. Each has a unique user base
that is searching for information about
your product and sales processes and each
offers a low-barrier way to interact with
potential customers.
• It is imperative for you to know
what customers are saying and enter the
conversation on social media. So you
aren’t caught off guard by a customer
posting negative reviews or comments on
your website, monitor your social media
accounts consistently and set up an online
system that alerts you when your brand or
dealership is mentioned. This ensures that
you can respond quickly and resolve the
situation, which creates a happy customer.

Consumers are greatly influenced by
what they see about a brand or company
on social media. How have you answered
questions or managed your organization’s
online reputation?
PREPARED BY ADESA
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AUCTION NEWS

ADESA CELEBRATED

25

YEARS WITH
GOOD DEEDS

ADESA celebrated its 25th anniversary in a unique way: by doing 25 good deeds. Each of ADESA’s 65 auctions and its corporate
offices was given a list of 25 good deeds and a scorecard. The list included a wide range of activities, some that the auctions were
already doing—like collecting canned foods for a local food bank or holding a holiday toy drive. But others encouraged personal acts
of goodwill—like filling parking meters with coins, becoming an organ donor, bringing flowers to a nursing home resident or buying
lunch for a new employee.
Dealer customers got involved too by donating books, coats and pet food to collection sites at the auctions. Some auctions used the
scorecards as a basis for a competition: men versus women or department-based teams. Whatever the motivation, ADESA employees
responded with true generosity of spirit—and they had fun with it. “Community involvement is one of ADESA’s core values, so it was
only natural to include giving back into the recognition of our 25th anniversary,” said ADESA CEO and President Stéphane St-Hilaire.
“The photos and stories that were shared were truly moving.”

Check out the collection of photos from the 25 good deeds events at 25gooddeeds.com.
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COVER STORY

ED BOBIT
NAAA AND IARA CREATE INDUSTRY ICON AWARD IN HONOR OF

T

he National Auto Auction
Association (NAAA), in
conjunction with the International Automotive Remarketers Association (IARA),
has announced the creation of an Industry Icon Award in honor of Ed Bobit,
founder of Bobit Business Media, who
died last year.
The inaugural award will be presented
to Mr. Bobit’s son, Ty Bobit, the media
giant’s president and CEO, during the
20th Annual Conference of Automotive
Remarketing (CAR) March 18−19 at
Caesars Palace in Las Vegas.
Mr. Bobit founded Bobit Business
Media in 1961 with the launch of Automotive Fleet in Glenview, Ill., a suburb of Chicago. By 1964, Bobit Business
Media had acquired two more publications, Metro and School Bus Fleet, to
strengthen its position in the transportation market.
Today, Bobit Business Media produces 21 print titles, 42 websites, 24
e-newsletters, and 13 in-person events
that meet specific markets’ needs for
knowledge, news and networking. The
company employs more than 135 associates in the areas of editorial, audience
marketing, ad sales, production, digital
media, events, research and accounting.
Its headquarters occupies 50,000 square
feet in Torrance, Calif., and the company has 15 regional offices throughout
the United States.
NAAA President Ellie Johnson, general manager of Manheim North Carolina Auto Auction, said she feels honored to be a part of honoring Mr. Bobit
with this new award.
“He was truly an industry icon,”
Johnson said. “He was at every event,
and created several of them. He played
an integral role in disseminating information about our industry to those who
needed it most. He was always forthright
with his opinions and always worked to
better our businesses. The success of his
business points to just how well he succeeded in informing us.”
Frank Hackett, chief executive officer
WWW.NAAA.COM

of NAAA, said helping to put together
the Industry Icon Award and selecting
Ed Bobit as the inaugural recipient was
very rewarding.
“I’m certain Ed would have been
thrilled that the two Industry partners,
IARA and NAAA, have come together
to create this award,” Hackett said. “It
also came to fruition as a result of the
relationships established due to the CAR
Conference he founded.”
Tony Long, executive director of the
IARA and former NAAA President, said
he got to meet with Mr. Bobit during his
term as NAAA President and as executive director of the IARA.
“Ed was so entrenched in every facet of our industry and was looked to
by many for insight into our industry,”
Long said. “He was bigger than life. He
was so respected and the biggest proponent of our industry.”
Mr. Bobit moved his company to
Southern California in 1977 and established an office in Redondo Beach. The
company became one of the stronger
business-to-business media forces in
the West and used its position to acquire several new titles in fields like
beauty, security and law enforcement,
as well as transportation.
Long added that Mr. Bobit was “always a straight shooter” and could
be relied upon to offer up his insights
and opinions, even if you did not agree
with him.
Levi McCoy, current IARA president
and director of remarketing for Lease
Plan USA, said he is pleased to be a part
of honoring Mr. Bobit with the Industry
Icon Award.
“There are times when the word ‘gentleman’ is over used,” McCoy said, “but
that is certainly not the case with Ed
Bobit. When he hosted events, he would
personally make me feel welcome. As
consignors, we rely on our auction partners for success on our end. It is only
fitting the IARA joins with NAAA to
present this award to someone who represents the best of everything about our
respective industries.”

“HE WAS TRULY AN INDUSTRY
ICON. HE WAS AT EVERY EVENT,
AND CREATED SEVERAL OF
THEM. HE PLAYED AN INTEGRAL
ROLE IN DISSEMINATING
INFORMATION ABOUT OUR
INDUSTRY TO THOSE WHO
NEEDED IT MOST... THE SUCCESS
OF HIS BUSINESS POINTS TO
JUST HOW WELL HE SUCCEEDED
IN INFORMING US.”
ELLIE JOHNSON
NAAA President
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AUCTION NEWS

All Valley Dealer Auction’s Victor Soghomonian
From Baghdad to North Hollywood
Victor Soghomonian has gone from
Baghdad to North Hollywood, and from
a trailer hosting weekly sealed bid auto
auctions, to a three-lane auction running
two weekly sales and moving 1,000
units a week.
Soghomonian is the president of All
Valley Dealer Auction, Inc. in North
Hollywood and he runs the auction with
the help of his two sons, Justin 31, and
Brandon, 27.
His family is Armenian Christian
and emigrated to the U.S. from Iraq,
arriving here in the late 1960s. Victor
first lived in Atlanta, Ga., and later
moved to California. He attended high
school in the Van Nuys, Calif. area, and
later attended city college.
“I always had a passion for cars,”
he said. “I had attended school for
engineering, but later found myself in
the auto repair industry.”
That was when when he learned
how auto auctions worked. When he
learned what he thought was enough
about auctions, he approached a local
bank and asked if he could liquidate
the bank’s repossessed inventory.
Despite his not having very much
capital, they agreed.
“We had a small trailer with a
phone and no electricity,” he said with
a laugh. “I remember running cords
over to the bank.”
The young Soghomonian ran sealed
bid auctions for the bank and then
started adding to his portfolio of
consignors. He approached several
credit unions and small finance
companies in the Van Nuys area, and
they agreed to run with him.
“We ran the sealed bid auctions
from about 1986−1991, and about
then we absolutely needed a bigger
place,” he said.
When, as a consignor, he secured
Keys Auto Group, which had Toyota,
Mercedes, Mazda and Hyundai stores,
his business really started to take off.
He didn’t really get into the auction
business full time until 1991, and by
1999, he had a standalone facility and
had begun running live sales.
All Valley Dealer Auction had a
small shop, but sublet out most of the
reconditioning work. Now the auction
is a thriving enterprise after having
undergone several expansions since 1999.
“We have two sale days, Tuesday
afternoon and Friday mornings,” he
said. “We move perhaps 250−300
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(Left to Right) Victor Soghomonian, President, All Valley Dealer Auction (AVDA); Brandon Soghomonian, and
Justin Soghomonian, Vice President (AVDA)

units on Tuesdays and 700 vehicles
on Fridays. About 60 percent of our
consignors are new-car franchise
dealers and the rest are small credit
unions and finance companies.”
The auction has about 45 full-time
and 30 part-time employees.
The key to Soghomonian’s success,
he said, has been providing a level of
customer service that is difficult for
larger operations to provide. He keeps
his fees competitive, and all business
decisions made by the auction’s
leadership are intensely focused on
providing high-quality service.
“We have our own recon center, and
provide fleet transportation and we
also handle repos,” he said. “We’ve
made it a one-stop shop for our
consignors and dealers. When your
employees see your commitment to
customer service at such a high level,
they understand how important it is,
and it becomes part of the culture.”

All Valley Dealer Auction joined the
NAAA in 2005, and Soghomonian said
the relationship has been “wonderful.”
“We’re honored and proud to be
a part of NAAA,” he said. “As an
independent competing with the major
players, it would be very difficult
without the support of the Independent
Auction Group.”
He said the tools NAAA provides,
such as AutoIMS, Auction Insurance
Agency and AuctionACCESS, help him
tremendously to be competitive.
Soghomonian said his philosophy
on life is pretty simple: God, Family
and Business.
“If you keep those things in focus,
things will work out well,” he said. “I
have been very fortunate to be affiliated
with such a great industry, and it’s
not just about the money. It is very
rewarding to provide a service that so
many people find useful and helps them
in their lives.”
WWW.NAAA.COM

AUCTION NEWS

ABC Auctions in Growth Mode
ABC Auctions and its seven auctions
are in a growth mode as more vehicles
are sold and leased in the U.S., according
to the Indianapolis firm’s president, Jason
Hockett. Land acquisition, remodeling
and facilities expansion are currently
underway at four of the seven ABC
auction locations in Birmingham, Ala.,
Baton Rouge, La., St. Louis, and DetroitToledo. Other ABC locations include
Cincinnati, Ohio, Lancaster, Pa., and
Bowling Green, Ky.
New lanes are currently under
construction in Birmingham and
Baton Rouge, while more acreage has
been acquired. In addition, there is a
remodeled reconditioning center in ABC
Detroit-Toledo and remodeling is taking
place in St. Louis.
Russ Sapp, general manager of
ABC Birmingham, said his auction is
undergoing a major expansion. The
facility has added a new five-lane detail
and recon facility. Four lanes will be
dedicated to detailing, which will allow
him to end the third shift. The fifth lane
will boast a state-of-the-art drive-thru
photo-processing center that can take
nine “glamour” photos in 25 seconds. A

photo-processing center is being installed
at a new 40-foot by 60-foot recon facility
added at ABC Detroit-Toledo.
“This will help consignors sell their
vehicles both in the lanes and online and
be immediately available to the buyer so
he can post them on a website in near
real time,” Sapp said.
Manning the third shift is a tough
business, Sapp noted. He said it is hard to
maintain staffing, and being able to shut
off the lights at night will result in savings
as well.
In addition to the recon facility
expansion, ABC Birmingham added two
more lanes. They were completed as the
busy tax season began. The sale currently
moves 1,250 vehicles through the lanes
with 850−900 dealers.
“We are looking to add 100 vehicles to
each lane immediately, with an additional
100 in the months ahead,” Sapp noted.
“We get dealers from all over the region,
including Florida, Tennessee, Louisiana
and Mississippi. These dealers come from
a long way away, and having two more
lanes will shorten the time they will have
to be here considerably.”
Logistically, he said, the expansion will

(Left to Right): NAAA President-Elect Mike Browning;
Auction's Assistant General Manager Roy Caldwell;
NAAA President Ellie Johnson, and AutoCheck Auctions
President/Senior Vice President Steve DeMedicis.

make it better for consignors, buyers and
auction personnel and help facilitate the
growth the auction has undergone in
recent years.
“We have seen volume increases at all
of our locations,” Hockett said. “We have
to have the space our consignors will
need as well as the ancillary services for
recon and mechanic shop.
“We have seen year-over-year growth
at all of our locations over the past five
years, and with huge increases in national
sales and leasing volumes, our volumes
will increase as well.”

NHTSA Unveils New, Comprehensive Recall Website
Users Can Now Search by VIN

A record 43 million cars and light
trucks were recalled in the U.S. last
year, and because only 75 percent of
consumers bring their vehicle in to have
the safety issues addressed, that leaves the
certainty that there are millions of used
vehicles on our roads with recall repairs
left unperformed.
Last summer, the National Highway
Traffic Safety Administration (NHTSA)
unveiled a more precise way for vehicle
owners, dealers and wholesalers to
search online to find out if their cars
or motorcycles have been recalled by
the factory.
The website, safercar.gov/vinlookup,
allows anyone to look up a vehicle by
vehicle identification number (VIN) to
determine whether any recalls have been
addressed to a specific vehicle. In the
past, searching on the NHTSA website
by make, model and year may have
not generated all of the existing recall
information about the specific vehicle.
The NHTSA database covers light
vehicles for the past 15 years. When
searching by specific VIN, open recalls
are noted in red. Vehicles without open
recalls—or recalls have been repaired—do
WWW.NAAA.COM

not deliver any search results. Also, by
regulatory requirement, manufacturers
must now prove the ability to search for
recalls on their own websites using the VIN.
“SaferCars.gov is an important tool
and can assist wholesalers and dealers
in helping deliver safer vehicles to
consumers on the retail lot,” said Frank
Hackett, chief executive officer of NAAA.

“NHTSA, in conjunction with National
Automobile Dealers Association, is
working to integrate the search tool at
dealerships to identify whether a used
vehicle has unrepaired recalls.”
Since, anyone can search the database
by VIN, this will give auto auctions
the ability to help dealers deliver a safe
vehicle to their customers.
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AUCTION COMMUNITY

Long Tradition of Supporting Veterans
Continues at Manheim Pennsylvania
Auction to Offer First-Ever Cox Automotive Training Fair

Over the past three years, Manheim
Pennsylvania employees and customers
have raised more than $180,000 to
support veteran’s organizations nationally
and regionally.
Once again this year, the world’s
largest auction has committed to support
a veteran’s organization at a March
fundraiser being held in conjunction with
its annual Xtreme Spring sale.
“Supporting our veterans is something
near and dear to us here,” said Julie
Picard, vice president and general
manager of Manheim Pennsylvania.
“From our Veteran’s Day flag display
last fall to our annual Xtreme Spring
sale, our employees and customers pride
themselves on supporting our veterans.
These men and women have risked their
lives to protect our freedoms, so showing
our support is natural to us here at
Manheim Pennsylvania.”
Manheim will host a charity gala in the
evening following the first day of the twoday Xtreme Sale to raise funds for Save
a Warrior, a program based in Malibu,
Calif., that helps veterans “detox” from
combat experiences with a 5½-day
training session.
Save a Warrior is a scalable,
community resiliency model for healing
trauma. Every facet of the program’s
curriculum is thoughtfully crafted to
provide warriors with the maximum
healing available in the shortest amount
of time possible. For more information on
Save a Warrior, please visit their website
at http://www.saveawarrior.org/.
In 2014, Manheim Pennsylvania
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held a fundraiser following the
third-annual Xtreme Sale to benefit
Pennsylvania-based Keystone
Wounded Warriors. The event raised
$70,000 for the Eastern Pennsylvaniabased organization that seeks to honor
the daily sacrifices made by all of the
men and women in the military.
From 2012-13, Manheim Pennsylvania
raised $110,000 for the nationallybased Wounded Warrior Project. In
November 2014, employees of Manheim
Pennsylvania installed 2,000 flags around
the 400-plus acre facility to honor
Lancaster County veterans. In addition,
auction employees and customers
donated more than $2,500 to Wreaths
Across America and Vet21Salute, a local
Lancaster-based military honor guard.
Auction personnel also participated in
Wreaths Across America’s wreath-laying
ceremony at Fort Indiantown Gap
Cemetery in nearby Annville, Pa. on
December 13. Employees and customers
of Manheim Pennsylvania will provide
100 wreaths to be laid at graves of 100
veterans at the cemetery.
“Giving back to the community is an
important value of Manheim and Cox
Automotive,” Picard said. “We are very
happy to support the great work of Save
a Warrior.”
The Xtreme Sale at Manheim
Pennsylvania is a gigantic two-day sale
featuring an extremely large highline sale
of more than 5,000 vehicles on March
19. It also features a 100 Grander Sale
with more than 500 high-dollar exotic
cars, including Corvettes, classic cars,

muscle cars and motorcycles. Another
8,000 vehicles are expected for the
weekly sale at Manheim Pennsylvania
being held on March 20.
In conjunction with Xtreme Sale,
Manheim Pennsylvania is planning a Cox
Automotive Training Fair on Wednesday,
March 18, 2015. All 14 Cox Automotive
companies will be featured offering 30- to
45-minute instructional classes on their
products and best practices. This training
will include two convenient sessions for
dealers to attend from noon to 4 p.m.,
and 5p.m. to 9 p.m.
While physically attending this free
training is encouraged, we know that
dealers are often unable to break away
from the office, so all training sessions
and products are available for viewing
online via Manheim.com in what is
dubbed SIMUL-CLASS™. For those
attending in person, door prizes and
product giveaways will be available.
The live sessions will be streamed
using Simulcast audio coupled with
digital educational content and open
to anyone in the retail and wholesale
car business with login access to
Manheim.com. Contact the Manheim
Pennsylvania Concierge at 1-717-6653571 for more information about the
Cox Automotive Training Fair, or to
register to attend either physically or
via SIMUL-CLASS™.

FOR MORE INFORMATION, CONTACT
THE MANHEIM PENNSYLVANIA
CONCIERGE 1-717-665-3571.
WWW.NAAA.COM

MARKETWISE

TOP TIPS
FOR ENGAGING
CUSTOMERS
DURING CHAOS

Anyone who has visited a car
dealership on a busy Saturday
afternoon knows the feeling of
waiting and waiting for an available
salesperson. Many customers will
simply give up and leave without
ever speaking to an associate. This
can decrease sales and hurt the
dealership’s brand.
There are several things you can
do to keep your customers engaged
and happy while they have to wait to
speak to someone.
• Snacks and drinks. If you
have a snack and drink table, be
sure that the tray is full and there is
fresh coffee. There is nothing more
disappointing than an empty carafe
of coffee! Also consider offering a
healthy snack, such as granola bars
or fresh fruit and bottled water.
• Entertainment. Many
dealerships have a television in a
waiting room or lounge. Ensure it
is turned on and the volume is at a
comfortable level.
• Technology. Customers now
want to research products on their
phones while they are in a dealership.
You should have wireless Internet
BY KEITH CRERAR available to customers. A phone
Vice President of
Dealer Sales for ADESA charging station is also a good
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addition to any waiting room. All
you need is a table with a welldesigned power source. Consider
adding power cords for current
bestselling phone models.
• Reading material. All
available pamphlet stations should
be well-organized, well-stocked and
have up-to-date material. Many
consumers will want something to
take home with them and will flip
through your newest handouts while
they are in the dealership.
• Brand ambassadors. Many
companies now have employees who
are just focused on being a “customer
brand ambassador” and elevating
their customers’ experiences. Brand
ambassadors should be stationed by
the door with handouts about the
newest sale to greet customers as they
walk in the door. Brand ambassadors
can also answer basic questions,
give customers directions and help
manage a waiting line.
Remember, the easiest way to grow
your business is through positive
word-of-mouth referrals from
existing customers. So while waiting
may be inevitable, you can follow
these tips to make it more pleasant
for your customers.
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The Power of Social Media for
Business–No Matter Where You Are

AuctionCredit Believes the Key to Success is Simple—Old-fashioned Customer Service
We live in interesting times. I’ve been
writing about the power of social media
for dealerships for 5 years and I’m just
now starting to hear from a lot of owners,
managers and salespeople who want to
get real and leverage its advantages. Social
has shifted in those 5 years and it’s only
become more prevalent. But how do you
know for sure that it’s right for your store?
Recently, I spent some time with a
Dealer 20 Group and I’m impressed
with their knowledge and use of
online marketing. Social media is a big
component of their marketing plans and
they were asking all the right questions.
When you do social media marketing
for a living (like me), there are many
times when you feel like you’re the only
one singing from the songbook. This 20
Group strengthened my faith.
One dealer has a salesperson at his
dealership who sells 40 cars a month.
She used to sell 15 cars a month. I asked
him what made the difference. His
answer? Social media. That dealer now
requires his salespeople to learn social
media and encourages them to emulate
their colleague. Not everyone gets it
immediately because it’s hard. However,
with strong leadership and staying open
to learning, they’ll eventually become a
social business.
Some great questions came up in
the meeting and I’ll share one of the
standouts with you because it may apply
to your business, no matter where you are
or what you sell. The question was:
“I’m a Ford dealer in a small mid-west
town. Do I really need social media, and,
if so, why?”
The answer is YES for these four
main reasons:
1. Qualified, relevant content
supported by Facebook ads, drives traffic,
leads and sales.
In all marketing and advertising, you
spend your budget and effort on the
channels where customers hang out. Some
84% percent of automotive shoppers
are on Facebook, so that’s where your
attention should focus. Thirty-eight
percent of consumers will consult social
media in making their next car purchase.
No matter where you are, if you’re
business sells to consumers, Facebook is
how to reach them.
Facebook ads can help you grow your
likes, promote your content to increase
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engagement and generate leads to
convert sales on your website. Blasting
messages is not how we sell to the
modern consumer.
Reaching your target audience with
information they WANT to know about
paves the way to the sale.
2. SEO and social media are no
longer separate.
Today’s dealer should take a holistic
approach to marketing and advertising.
To drive traffic, generate leads and
convert sales through your website,
you must have quality content on your
site. No matter where you are or what
you sell, Google has told us that fresh,
relevant content ranks higher when it’s
shared and engaged with on social sites
(aka: social signals).
“Syndicating” your quality blog
content on social media increases online
authority and moves you into the top
positions on search.
Quality content means answering the
questions your customers are asking
and telling the story of why people buy
from you.
3. Semantic search.
When the Google Hummingbird and
subsequent Panda 4.1 updates rolled
out recently, conversations became just
as important as keywords in the new
algorithm. Semantic search means that
now Google looks for the meaning
behind the words your prospects enter

into their search query. The most
qualified and successful searches are
driven by conversations. Where are those
conversations taking place? Social media.
No matter where you are or what
you sell, conversations are happening
around the products and services you
sell. Use the power of social media for
business deliberately.
Research and determine the questions
your prospects ask, incorporate them in
your content and invite conversations via
social media.
4. Social Selling.
Social selling is the act of using social
media to network with prospects and
referral partners. Top salespeople have
already created their own online presence
and their own referral networks.
I mentioned above how just one
salesperson was able to go from 15 cars
to 40 cars a month using social media
to leverage her expertise and become a
trusted authority.
No matter what you sell or where you
are, people want to buy from an expert
they can trust. Your customer is online,
your products are online, why aren’t
your salespeople online?

BY KATHI KRUSE

Kruse Control Inc.
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AUCTION NEWS

Celebrating

AUCTION ANNIVERSARIES

70

60

MANHEIM KANSAS CITY
MANHEIM PENNSYLVANIA

MANHEIM NEW JERSEY

50

45
years

ADESA DES MOINES
MANHEIM ALBANY
MANHEIM MILWAUKEE
MANHEIM PHILADELPHIA

35

g
n

years

ADESA SASKATOON
MANHEIM PENSACOLA
ROCHESTER-SYRACUSE AUTO AUCTION, LP
SALINA AUTO AUCTION, INC.

o
C
years

MANHEIM ATLANTA
MANHEIM HARRISONBURG
MANHEIM SAN FRANCISCO BAY

ADESA AUSTIN
ADESA HOUSTON
ADESA KNOXVILLE
ADESA NEW JERSEY
ADESA ST. JOHN'S
AUTO AUCTION OF NEW ENGLAND, INC.
BUFFALO AUTO AUCTION, LLC
DEALERS AUTO AUCTION OF THE ROCKIES
OAK VIEW AUTO AUCTION
SOUTH GEORGIA AUTO AUCTION
TALLAHASSEE AUTO AUCTION
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30
years
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MANHEIM NEW YORK
MIDLAND ODESSA AUTO AUCTION
SOUTH BEND MISHAWAKA AUTO AUCTION

15
years

ABC - DETROIT/TOLEDO
ADESA ATLANTA, LLC
ADESA CONCORD
ADESA GOLDEN GATE
ADESA KANSAS CITY
ADESA LITTLE ROCK
ADESA LOS ANGELES
ADESA OCALA
ADESA PHOENIX
ADESA SAN DIEGO
MANHEIM DALLAS-FORT WORTH
MANHEIM INDIANAPOLIS
MISSOURI AUTO AUCTION, INC.
YOUR AUCTION OF TAMPA BAY

sn

o
i40t
years

t
a
r

years

20

55

years

years

MANHEIM OMAHA
MANHEIM ST. LOUIS

years

POPLAR BLUFF AUTO AUCTION
WOLFE'S TERRE HAUTE AUTO AUCTION, INC.

25
years

ADESA OTTAWA
ADESA SIOUX FALLS
CAROLINA AUTO AUCTION, INC.
MANHEIM GEORGIA

10
years

ADESA WASHINGTON DC
DEALERS AUTO AUCTION OF MURFREESBORO
MID KANSAS AUTO AUCTION, INC.
MISSOURI AUTO DEALERS EXCHANGE, INC.
OKLAHOMA AUTO EXCHANGE
VALUE AUTO AUCTION, LLC
WESTERN WISCONSIN AUTO AUCTION
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