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will continue to grow in the coming years. It may not be big

jumps any more, however, the demand of the cars continues to
grow. The average growth rate is about 4% per year. The increasing
prosperity requires solutions for individual mobility. This demand can
only be met by cars. The number of vehicles has grown, according
to official statistics, last year reached to 127 million cars. Thus, the
mobilization rate compared with 1.36 billion population is still low.
The auto industry doesn’t have to worry so much about the sales. It
continues to grow.
However it is obvious that there are still many challenges. Besides the
intense competition, the government wants a lot more electric cars on
the road and mega traffic jams especially in the big cities are unsolved
problems. The requirements for the car industry will rise because of
these.
The car trading also intensifies the complexity of car business.
This starts with the growing fleet and the associated needs for the
replacement. This means that the used car business in the future will
grow much stronger and faster. Slowly the unauthorized used car
trading will distinguish as the number One contact to the customers.
More cars on the road creates at the same time a growing workshop
capacity. Excellent service will become an important tool to increase
customer satisfaction. Customer loyalty is influenced by the mastery
of processes and highly motivated and committed employees.
In Germany at the moment has a big shortage of skilled workers.
However, the challenge for Chinese car dealers to have the right
personnel is much bigger. Employees must be prepared before they
are assigned on their tasks. The only way can reach this target is
definitely training, training and training. It is worth for OEMs having
large training centers and investing in the expansion of the training.
Well-trained employees are a key competitive advantage. A car brand
creates for the job seekers concupiscence. The dealership might be
able to find suitable staff, but to keep the good staff doesnt rely
solely on the pulling force of the represented brand. Besides the
product marketing, there is also a marketing about the working staff,
which can distinguish dealership in the labor market. An attractive
employer can get good new employees much easier from the market,
and can also increase the loyalty of the employees. In the end, the
company becomes more competitive. It is a truth that loyal employees
are much cheaper and more motivated than the permanent change of
the employees and the associated investment in training.

The experts are all in the same opinion that China’s auto market

R Ralph M. Meunzel
BiTA Publisher
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B  SUMMARY

AUTO INDUSTRY

McLaren breaks the mould for super sports cars in China

Nine months ago, McLaren officially announced
to enter China and 9 months later there are
already 8 dealerships in all major cities in China.
In 9 months McLaren made a record of more
than 100 order. order. Apart from the brand
influence and image, the customer orientated
business concept of McLaren Chinese team also
plays a very important role. In the last month,
McLaren intensively opened 4 showrooms in
Shenzhen, Chongging, Hangzhou and Tianjin.
After the opening ceremony of Tianjin show
room, AUTOHAUS CHINA interviewed Mr. Shen
Gang, Director of McLaren China Sales and
Operation. Mr. Shen talked with us about how
McLaren Chinese team is built and what are
the Chinese market strategy of McLaren. He
also told us his own understanding of how the
brand better helps the dealers and how the
dealers should take good care of the customers.

DEALERSHIP MANAGEMENT

o

Analysis of 2013 annual report of some listed dealer groups

In this article, CADA made an analysis of 2013
annual report of some listed dealer groups. As
the leaders in China car distribution industry,
the business operation and development of
the listed car dealer groups are typical of the
industry, therefore the analysis can bring us an
overview of the business status of Chinese car
dealers. In 2013, the listed dealer group team
was further expanded. The main business scope
has covered in every field and all the market
segments: passenger cars, commercial vehicles,
special purpose vehicles, luxury cars and

middle-low end cars. It is of great significance
in grasping the pulse of the industry and
predicting the development of the industry by
studying the annual report data of listed group
dealers.

After analyzing the business and financial data
in the listed companies” annual report and
BOD reporting, CADA found the following
trends and characteristics in the dealer groups
business activities: dealer group continues

to expand; assets, operational scope and
network continue to expand; the business

scale of listed dealer groups increased;

auto market got warmer; the dealer group
profitability rose again; market competition
became more serious; the gross profit of new
car sales and aftermarket business in some
dealer groups dropped; aftermarket business
profit contribution increased and aftermarket
business became more important; the pace
of dealer network expansion slowed down
and the financing costs got controlled; the
enterprises paid more tax and contributed

DEALERSHIP MANAGEMENT

The new engin of car sales

In 2012 Audi opened its first Audi World

in London. The statistics shows that the
sales of London Audi Showroom in London
increased almost 2/3 since it introduced this
digital showroom concept. It is proved that
the digital showroom can not only help the
OEMs and dealers to improve the service but
also improve the sales. Besides the digital
presenting, personal configuration and

data collecting functions, digital showroom
can attract and convince the customers to
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purchase a car faster and also help to make
up the gap between the physical display and
online sales, in the end it helps the dealers to
provide a multi-functional service support to
the customers.

It is obvious although it is not cheap to
develop and install this system, the return

of digital showroom to the sales and brand
image is quite impressive. To the consumers,
it is the fastest and most convenient way to
see the cars. Not only in the luxury brand

more to the society.

dealerships, digital showroom can also

be applied in the middle-low end brands

4S stores because it can help to reduce

the limitation the dealers who dont have
enough capital and space to build up the
big size physical showroom. If you look at
this investment from a long run, the cost of
installment can be easily compensated from
the benefit. It will not be far that we will see
more and more digital showrooms on Chinese
streets.
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The growth of Chinese MPV market slows down

In May Sino-Trust released “ Chinese MPV From the point view of the report, although since 2000. As for the customer demands, the
Market Analysis Report”. The report shows that ~ the total MPV sales only took 2.5% Chinese function of MPV is mainly for” commercial
the growth of MPV sales in China in general passenger vehicle market share, with the use”. The demography of MPV market has two
slows down. Although in 2013 the yearly MPV whole automotive industry slowing down characteristics: sales is closely related with
sales reached 1.31 million and the growth rate  background, MPV has already become the economy development and descended from
was 42.6%, compared to the growth before second fastest increasing segment after east to west; greatly concentrated in big cities
2011, it drops a bit, but this is also in line SUV. Studying the development of Chinese and top 5 economically well-developed cities
with the general trend of Chinese automotive MPV, the market has experienced starting, take 50% of total Chinese MPV sales share.
industry development. growing and steadily increasing periods

DEALERSHIP MANAGEMENT e

Top end tailor-made product, fist class service

At 2014 Shenzhen, Hongkong and Macau “ Chinese luxury car market will be definitely and younger, Rolls-Royce will also produce
Motor Show, AUTOHAUS CHINA interviewed better and better” Mr. Liu said. With the more new products suit the taste and needs of
Ms. Meixuan Liu, Supervisor of Luxury Car mainstream consumers are getting younger younger people.

Brand Department at Jiahong Group. Working
also as the General Manager of Shenzhen
Rolls-Royce Showroom, Ms. Liu has been in the
management of luxury car business for many
years and has very profound knowledge about
the luxury car business models and her own
understanding of this segment.

Ms. Liu said that used car business is an
important sector in Jiahong Group future

plan. The marketing concept of Rolls-Royce is
“individual person oriented". Benefit from the
rising of auto finance, the sales of Rolls-Royce
increase greatly. Shenzhen Rolls-Royce, as the
biggest Rolls-Royce in China, has averagely 80
units sales per year. The mother company of
Shenzhen Rolls-Royce is Jiahong Group, which
is also the biggest dealer group of Rolls-Royce
in China and the yearly total sales is 260 units.

DEALERSHIP MANAGEMENT

Beijing Lufeng Huitong: A new dealership’s “Business tricks”

Since March 2013, Beijing Lufeng Huidong Mr. Liu Feng also mentioned the importance of people and not too conservative. Furthermore,
GAC Toyota 4S has been into operation for service to a dealership. To a new 4S store, the the management should always look for the
more than one year. Although it is in operation first thing is to secure the market share of the merits of the employees. Only stimulate the
not long time, it got 2013 GAC Toyota“ Best region and then to achieve a steady growth in merits and amplify them, can the potential
New Dealership Award". Mr. Liu Feng, General after-sales. But the high customer satisfaction is and value of the employees be better used.
Manager of Lufeng Huitong said in the interview the pre-condition to secure the regional market In addition, this 4S often holds some skills

with AUTOHAUS CHINA that the main channel share. Only the satisfied customers will come competition and promotion exams to improve
of finding customers are online broadcasting, in- back to your store. the employees competence. There is one part-
shop marketing activities and participating the When talking about the HR management time internal trainer in each of sales and service
auto shows. All of these marketing means have at the 4S, Mr. Lui Feng said that most of the department. They make the regular training to
got very good feedback. Since the end of 2013, it employees are post 85s and 90s, they are very the employees. The part-time trainer also work
has sold out more than 780 cars, which is 120% open-minded. Therefore the HR management in these departments and have very profound
more than the OEM sales target. has to comply with the characteristics of these experience.
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RFID, a Promoter of top-end after-sales service

Luxury car sales in China is increasing greatly
these days and luxury car market gets into its
booming time. The forecast shows that the
luxury market will continue to grow in 5-10
years in China. However, the market feedback
shows that the quality of after-sales service is
far behind the sales growth. This is also well-
proved by newly released result from J.D

Power 2012 & 2013 China After-sales Service
Satisfaction Survey.

In order to maintain the customer loyalty,
luxury car dealers must create an efficient
and professional after-sales service system,
therefore there is a great urgency to innovate
the after-sales service technology. In this
article, the author introduced how to apply

o

FRID technology in automotive after-sales
service and a successful case of applying
FRID in service at a INFINITI 4S store. Besides,
the author also gave the tips on choosing
the hardware for RFID and the key points of
installing the equipment and the positioning
of RFID in service process.

DEALERSHIP MANAGEMENT

How to make good trade-ins

The first step of making good trade-ins is to
recommend properly to the customers about
the trade-in business and erase the customers
doubt. How to properly recommend trade-

in to the customers? The salesman should
understand well the customers’ needs; make

the process transparent; help the customers to
understand the process execution; invite the
customers to experience the process; avoid “
two-man show” to cheat the customers.

No doubt, the price is the most important part
in trade-in process. A fair and reliable offer can

o

also help salesman to build up confidence in
negotiation, otherwise the salesman will be
lost in bargaining. Therefore, it is necessary for
the salesman to understand the theory of used
car price evaluation so that he can better help
the customers with a more comprehensive
solution. To make better trade-ins, salesman
should also have better sales skills.

How to maximum the profitability in trade-ins?
Dealers should have a long-sight vision, look at
the sustainable customer value and choose the
reasonable used car sales methods so that the
better relationship with customers can be built
and the customer loyalty can be increased.
Well developed used car business can change
the dealers from the era of 4P ( Price, Place,
Promotion, Product) marketing to the era of
relationship marketing.

How to make the right price evaluation? First,
you need the right method; then you need

to know the market trend of used cars; apply
the standard used car inspections; take the
relevant factors into consideration. If the
dealers can make these steps properly in trade-
in business, then the risk of used car business
can be greatly reduced.

DEALERSHIP MANAGEMENT

On the importance of service advisors

With the fast growth of car ownership and steady
increase after-sales business, 4S stores start to pay
more and more attention to the after-sales service
and the lucrative profit brought to the dealers.

IN the after-sales service, service advisor plays

an important role. If a dealership wants to make
better after-sales service, win more customer trust
and satisfaction, get more profit from service,
apart from strengthening the capability of repair
and maintenance, dealers need also to recognize
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the importance of service advisors.

Many brand 4S dealerships have been very
successful in after-sales service, although they
have their own characteristics and are different
from each other. But they all have a very similar
or the same service concept, which is put the
customers expectation and feeling on the top
place and satisfy the customers by fulfilling their
expectation by own experience.

The whole service process to the customer at

dealership is accompanied by the service advisor,
therefore the performance of service advisor
affects greatly the customers conception and
recognition of the 4S dealership. A good service
advisor is a brand of a dealership and he will

bring high customer satisfaction, good company
reputation and high profit. The dealerships should
not only strengthen in training the service advisor,
but also try all means to keep these good service
advisors.

06/2014

DEALERSHIP MANAGEMENT

SUMMARY | IHIIEIGIGE

o

Autohaus Luft in Germany: a successful fleet business example

Autohaus Luft in Frankfurt area was one

of the earliest car dealership started fleet
business in 1970s. Already 20 years ago,

the owner of Autohaus has realized the
importance and profitability of fleet business
and decided to expand this department.
Now there are altogether 7 people in this

Audi-VW dealership work in the key-account
department. Both of the new car and used
car sales in Autohaus Luft are 1800 units per
year and among them two third of the sales
are done by key-account department.

The key-account became the major business
of Autohaus Luft due to the change of office

car policy in a big company in Frankfurt

area in 90s. Later more and more companies
started to follow this policy, which allows
every employee in the company has the
opportunity to have an office car instead of
only the management. In order to provide the
key-account customers with standard service,
the working staff in key-account department
have to be 7 days a week, 24 hours stand-by
for the call of the customers, and this is also
how Autohaus Luft wins the big fleet market
share in this area.

There are now 80 key-account customers

of Autohuas Luft, each of these customers
have a fleet of more than 50 cars. In order to
provide each of key-account customer with
excellent service, Autohuas Luft only acquire
2 more key-account customers each year. But
Autohaus doesn’t think it is the peak of the
whole business. The fleet business still has bit
room to grow and it is especially important
for the used car business of the dealership.
Each year there are 800 cars get back from the
key-account customers, and they need to be
sold in the market again. Therefore, the used
car department has to work closely with key-
account department.

DEALERSHIP MANAGEMENT

An overview of Chinese telemetric market

In 2013 China car production made a new record
of 21 million units. Telemetric as a new service
form is getting more popular. Studying the
current situation of Chinese telemetric usage,
we will see mainly two types. One kind is to
provide the passenger car drivers information
like weather, news and entertainment. The other
kind is to provide service to the commercial car
operators. The popular usage of telemetric is
account for the support from telecom operators,

internet companies ,software developers,
household electric appliance companies and

hardware manufacturers. Another major trigger

of push the development of telemetric is the
OEM:s active telemetric layout. Telemetric will
very soon become a brand new service. With
the deepened technology development and
more tight contact with telecom and software
developers, it will become a new profit section
for the relevant enterprises.

o
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Avoid losing customers

Where will used car warranty go and how will
it develop? The clear answer is longer terms

of warranty. More and more customers expect
longer terms of warranty because in last ten
years the average car life-cycle gets longer.

06/2014

Customers want longer terms of warranty so
that they can calculate more precisely how
much they have to pay for the car every month.
To the dealers, used car extended warranty can
release the worries of the customers and save

o

the cost of customers in the maintenance and
repair. Although this extended warranty is not
asked by the customers, but provided by dealers
automatically, the dealers will benefit from this
business in the end.
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A Survey on the etiquette of brand ambassador at Beijing

Motor Show

During 2014 Beijing Motor Show time, Beijing
ZY Time made a survey to the working staff at
some booths in a way of “ mystery shopper”.
ZY Time visited 33 booths and each booth took
3 samples. The purpose of making this survey
is to help the car manufactures to find out the
problems of the exhibition working staff so
that they can improve the brand image and
customer purchasing experience by improving
the working staff image and in the end increase
the customer satisfaction and the turn over.

AUTO INDUSTRY

Auto show is an important opportunity for
manufacturers to present the brand and
also an important platform for the dealers to
obtain potential orders. Frankly speaking, what
the salesman perform at the exhibition is a
microcosm of what they do in daily business
operation. The image of working staff in the
booth and their service manners, especially
the details, should be in the attention of the
manufacturers.

According the survey result, 15 brands

performance are above the average of the
industry. Among them Rolls-Royce, Audi,
Infiniti, BMW and Lincoln have the very
outstanding performance. But there are 18
brands whose performance are below the
average of the industry. Some of brands got
very low score because of the low performance
of the individual working staff. In this article, the
author analyzed the problems in the business
etiquette of the working staff at the booth and

Is it time for New Energy Vehicle

New energy vehicle is always in the center of

focus but also very controversial in the opinions.

Affected by rising oil prices, traffic congestion
and environmental problems, will the public
increase attention to the new energy vehicles?
In order to know better about the consumers
attitude, Horizon Consultancy Group made a”

Hot Topics of Society and Industry” online survey

and got a total of 632 valid questionnaires.
In the survey about the acceptance of new
energy vehicles, nearly 40% respondents
said that they will consider the purchase of
new energy vehicles. Compared with 2010,
it increased 20%-30%. About the intention
in purchasing new energy vehicles, BYD E6
is the most wanted to purchase car. About
the awareness of electric cars, only 1.51%
consumers said that they know nothing about
electric vehicles.

Since the propaganda of the new energy
vehicle has been well in place, why the sales

is still tepid? This problem shows that in the
future the manufacturers should give priority
to address consumers concerns, especially the
three important factors which hinder the wide

made some practical proposals.

use of new energy vehicles: infrastructures,
technical safety and battery life. At the 2014
Beijing Motor Show, 70% world premier are
new energy vehicles. In 2014 the new energy
market is definitely the hot topic of society and
industry.

AFTER MARKET

Telemetric, upgrade the 4S operation

As a prospective and cross-industry filed,
telemtric is only in China since 5 years ago. It is
still in the initial period of development and also
people have very different opinions on it. Some
analytic people think, the future automobile
revolution will combine with telemetric. In the
next 5 years, telemetric market size will reach
200 billion RMB.

Currently all the OEMs and big shots of
telemetric have been busy with their business
layout in China. On the OEMs side: international
brands GM, Nissan, Toyota, Ford and Chinese
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brands SAIC, Changan, Geely, Chery and BYD
all have developed the telemetric system

for their models. On the telemetric industry
side: international players like, Apple, Google,
Microsoft and Chinese players like Baidu,
Tencent, Alibaba also have developed the
telemetric system for the cars. Besides the OEMs,
System developers, the telecom operators,
system service providers and service operators
all cast eyes on this piece of cake.

Mr. Zhao Zhan, General Manager of Shenzhen
AUTONET said in many public event about

o

his opinion of telemetric to the car dealers“To
the 4S stores, telemetric means the increase
of customer satisfaction and sustainable
profitability.” AUTONET is a telemetric service
operator. It has promoted the products like “
Che Yun Bao"” Didihu 3.0” on Chinese market.
Car dealers can use” Che Yun Bao”as the
medium to broadcast the precise information
and operate the“ marketing” and “after-sales”
business ,so in the end the dealers can upgrade
the profitability.
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