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FROM L TO R - BOB SMITH, EXECUTIVE DIRECTOR
(GLANCDA); BERT BOECKMANN, (GLANCDA BOARD
MEMBER); MARK LITMAN, CEO OF THE HEART
FOUNDATION

GLANCDA PRESENTS $20,000
CHECK TO THE HEART
FOUNDATION

The Heart Foundation’s mission is to save lives by
educating the public about heart disease, promoting
early detection, and supporting the research of world-
renowned cardiologist Dr. P.K. Shah in the quest to find
more effective ways to prevent and treat the #1 cause of
death in the U.S. We dedicate ourselves to this mission
in memory of Steven S. Cohen, an incredible husband,
father, son, brother and friend.

Cashier and
Receptionist Training

Symes Toyota in
Pasadena, October 7, 2014

Receptionists and cashiers are arguably the most important,
yet not so well trained, staff who answer incoming dealership
calls. When was the last time yours attended any professional
telephone skills training? That long?

In these sessions, your receptionists and cashiers will learn the

“good”, “better” and “best” word tracks to use with customers on
the phone. This training isn't about merely sounding nice, buta
no-frills discussion of which greetings and responses maximize
customer conversion rates and improve CSl. Interactive workbooks
are included. More information on page 2.

Deadlinefor Exclusive Los Angeles

Auto Show Ticket Package is

October 15! Don’t miss out! More
information on page 5.

l [ LA Auto Show Tickets l

Complimentary general admission tickets!
Deadline

October 15,2014 |
o |
- |

GLANCDA Membership Promotion

Ticket is just an example. To get your ti
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Announcing a unique collaborative training venture...

Receptionist & Cashier
Telephone Skills Training

NGELES New Can~ PHONE RN
TEALERS ASSOCIATION -

SMCDA

Receptionists and cashiers are arguably the most
important, yet poorly trained staff who answer incoming
dealership calls. When was the last time yours attended
any professional telephone skills training? That long?

In these sessions, your receptionists and cashiers will learn the "good", "better" and
"best" word tracks to use with customers on the phone. This training isn't about merely
sounding nice, but a no-frills discussion of which greetings and responses maximize
customer conversion rates and improve CSI. Interactive workbooks are included.

Tuesday, October 7, 2014
Symes Toyota, Pasadena

(map and directions will be sent upon registration)

Two identical sessions are held same day for maximum attendance:
10:00 a.m. to 11:30am or 1:30pm to 3:00 p.m.
Volume discounts for multiple attendees per dealership:

1@ $99 ea. 2 @ $89 ea. 3@ $79 ea. 4+ @ $69 ea.

To register: call 562-467-5252

Registration deadline: Thursday, October 2 - Walk-ins on a space available basis only

Worldwide Phone Pops, LLC
299 W Hillcrest Drive, Suite 217, Thousand Oaks, CA 91360
www.PhonePops.com
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Receptionists
&
Cashiers

TURN CALLS INTO CUSTOMERS

Receptionists

¢ How to answer with the right greeting that gets the customer to the right department as
fast as possible

¢ Knowing what customer questions to answer...and which ones to direct to other
departments

e Handling unfriendly (and even downright upset) customers

e What to do when the customer demands to talk to people who don't answer their
phones

e How to operate as the "air traffic conftroller”" of the dealership's incoming calls

Cashiers

e Understanding dealership payment policies to avoid "unpleasant consequences”
(ranging from poor C.S.1. fo customer litigation)

e Reducing the amount of customers who pick up the vehicle and say:
"Why is the bill so highe"

e Working with the service department to better assist callers when the advisors are not
available

Call, Fax or Email to Register for October 7th Training Sessions
Phone 562-467-5252 or Fax 562-653-7876 or email Dianna Docton at ddoction@smcda.org

ATTENDEE FIRST LAST NAME PHONE EMAIL

ATTENDEE FIRST LAST NAME PHONE EMAIL

ATTENDEE FIRST LAST NAME PHONE EMAIL

ATTENDEE FIRST LAST NAME PHONE EMAIL

DEALERSHIP DEALERSHIP CONTACT PERSON

DEALERSHIP ADDRESS

DEALERSHIP CONTACT EMAIL DEALERSHIP TELEPHONE DEALERSHIP FAX

Training Located at Symes Toyota in Pasadena (map and directions sent upon registration)

SMCDA
< Worldwide Phone Pops, LLC
05 AeeLes New Can 299 W Hillcrest Drive, Suite 217, Thousand Oaks, CA 91360 -
UEHLEHS HSS“E'H"UN www.PhonePops.com
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On September 16,2014 at the Pasadena Hilton, the Greater Los Angeles
New Car Dealers Association (GLANCDA), and the Southland Motor Car
Dealers Association (SMCDA) cohosted the Digital Dealer Workshop.

Over 100 attendees had the opportunity to interact with industry
thought leaders to learn the latest skills and best practices in a number

Over 100 Attend the Digital Dealer Workshop!

(EMMMM
Deatens Resorianon

of areas critical to dealership operations, including digital marketing,
social media, new and pre-owned sales, data and analytics, reputation

management and customer loyalty.

Commentary: Urge Congress to Rescind Flawed

CFPB ‘Guidance’ on Auto Finance

The Director’s Column, which is produced monthly, includes
a message from the NADA Chairman, which provides a
commentary on key issues, as well as timely news articles
that can be republished in association publications.

NADA Chairman’s Message:
By Forrest McConnell / NADA Chairman

A new bipartisan bill, which would nullify the Consumer
Financial Protection Bureau’s flawed ‘guidance’ on indirect
auto lending, has gained a lot of support in Congress from
both sides of aisle over a short period of time.

Since its introduction on September 8, nearly 100 Democrats
and Republicans in the U.S. House of Representatives have
signed on as supporters of H.R. 5403, a bill sponsored by Reps.
Marlin Stutzman (R-Ind.) and Ed Perlmutter (D-Colo.).

H.R.5403, which is appropriately titled, Reforming CFPB Indirect
Auto Financing Guidance Act, requires the CFPB to provide a
public comment period before reissuing any guidance on auto
finance. The bill also requires transparency and accountability
from the agency by making public any studies, data and
analyses used to determine future guidance on auto finance.

Dealer-assisted financing provides great value and competitive
advantages, which saves car buyers billions of dollars each year.
And the proof is in the numbers. Compared to other lending
sources, a large majority of car buyers choose to finance their
vehicles through new-car dealerships, which is always optional.
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Despite this fact, the CFPB is taking actions that will ultimately
harm car buyers by reducing competition in the auto-lending
marketplace.

This controversy with the CFPB has been ongoing since March
2013 when the agency issued its ‘guidance,” which took the
wrong direction by attempting to eliminate the flexibility
of new-car dealers to discount financing rates offered to
their customers. Since then, the industry—from dealers to
lenders—and Members of Congress have worked to bring
greater transparency and accountability to the CFPB.

Make no mistake. This issue is complex. But what NADA wants
from the CFPB is quite simple and our message to the CFPB
is this: Make sure you fully understand the industry you're
attempting to regulate before issuing guidance by allowing
for feedback and public participation. Be aware that your
actions can harm consumers rather than protect them. And
car buyers should not be forced by a government agency to
lose their ability to negotiate discounted auto loan rates in
dealer showroomes.

Dealers should contact their Members of Congress and urge
them to support H.R. 5403, the Stutzman-Perlmutter bill.

For more information, visit www.nada.org/cfpb.

Forrest McConnell, 11l
NADA Chairman
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Auto Show Ticket Package is : : —
. etis just an example. To get your tickets please follow the instructions below.
OCtOber 15! Don’t miss OUt! %

By renewing or joining for 2014/2015, your membership will run until December 31, 2015 and includes an Exclusive Los Angeles
Auto Show Ticket Package for the 2014 and 2015 Auto Shows available only to Dealer Members. Each year Dealer Members
in good standing will receive 125 complimentary general admission tickets and 500 discounted general admission
tickets per dealership. (Value of over $2,000 Annually)

This is a great opportunity to support our industry, and take advantage of the efforts the Association is making on behalf of the
New Car Dealers in Los Angeles County. Please see the back of this document for the listing of GLANCDA membership benefits.

GLANCDA membership runs until December 31, 2015. Greater Los Angeles New Car Dealers Association
Management Office
[1 Yes, we would like to renew for 2014/2015. 2520 Venture Oaks Way, Suite 150

Sacramento, CA 95833
Contact Us:

[] Yes, we would like to join for 2014/2015. (New Member) Phone (213) 748-0240
Fax (916) 924-7323
bob@glancda.org ® www.glancda.org

DUES L] $375.00 Single dealership or main location [] ¢37.50 Per additional dealerships under same
ownership. Please fill out information form for

Total Dealerships Total Due
U each additional dealership.

Dealership/Name

Dealer Address:

Dealer Phone: Fax:

Dealership Principal Name/Email (for communication only):

General Manager Name/Email:

Office Manager/Controller Name/Email:

Address:

Dealer Phone: Fax:

*Note: All contact information is confidential, and for membership communication only.

Payment Type O Amex Ovisa 0O mc O check Payable to: Greater Los Angeles New Car Dealers Association

Credit Card: Expiration Date: CVVi#:

Name on Credit Card: Signature:

E-Newsletter 9, 2014 e GLANCDA 5



Asoutr GLANCDA

riginally founded in 1907, the Greater Los Angeles New
Car Dealers Association provides valuable educational
and philanthropic benefits to the Los Angeles Community.

The Association believes that involvement with local charitable
organizations makes a positive difference for everyone involved.

Who we are... We are factory-franchised dealers who are
committed to serving the communities of Greater Los Angeles
County by promoting professionalism within the retail automotive
industry. The Association dealer members contribute not only to
the economy of Los Angeles County, but also to the well-being
and growth of their individual communities.

Who our members are... Our Members are individuals, partnerships,
or corporations owning and operating a franchised motor vehicle
dealership engaged in the sales of automobiles or trucks and
licensed by the State of California and located within the Los
Angeles County area.

For more information, please visit the website at www.glancda.org.

MEemBER BENEFITS LT A——
IeaLERs Associmon

Los Angeles Auto Show Ticket Package only available to each GLANCDA Dealer Member per Dealership. GLANCDA is the
exclusive automobile dealer association endorser of the Show, which helps boost local member sales and reinforces Greater Los
Angeles as a hub of automotive design and consumer trends. This ticket offer is only good for current GLANCDA members, and
New Members in good standing.

Regular communication with legislators and government officials dealing with local, state, and federal issues which protects the
dealer franchise system and promotes the business interests of our members.

Auto Outlook New Vehicle Sales Data sent to members via our e-newsletter, quarterly magazine, and hosted on our website,
with forecast and analysis of new retail light vehicle market, analysis of forecast determinants, comparison with National market,
nameplate sales performance, and coverage of vehicle sales in market segment.

Quarterly publication of LA Dealer magazine sent to members.
Special discounts to attend informative seminars with some of the industry’s leading speakers.

Special partnership with T.R.A.P. (Taskforce for Regional Auto Theft Prevention) which helps members reduces dealership theft
and fraud.

Special discount rate to VIP area of Sneak Preview Night at the L.A. Auto Show. We are the exclusive automobile dealer
association endorser of the Show, which helps boost local member sales and reinforces Greater Los Angeles as a hub of
automotive design and consumer trends.

Early Warning System - We monitor the state and federal courts in Los Angeles County to alert members when a lawsuit has
been filed against them.

Technology Contest for High School seniors to encourage young people to get involved and pursue careers in the auto industry.

Community Service - we are leaders in contributing to worthy community programs in Los Angeles County which promotes the
image of new car dealers with the public.

Regular email newsletter to members.

Email alerts to our members when there is important information for them, or when immediate action is necessary.

Collaboration with the California New Car Dealers State Association regarding seminars and legislative and regulatory matters.

Special discounts to attend the CNCDA Annual Dealer Day in Sacramento to meet with state legislators and educate them on
dealer issues.

The GLANCDA website which is at www.glancda.org.

Annual luncheon and business meeting of members with a prominent keynote speaker.

Opportunity to serve on GLANCDA Board of Directors.



Released: August 2014 Covering data thru July 2014

Sponsored by:

Los Angeles Auto Outlook™

Comprehensive information on the LA County new vehicle market

IhgeLes New Con Den.eas Assacimon

Quick Facts Los Angeles New Retail Car and Light Truck Registrations

July June '14 and July "14 combinad YID thru July
2013 2014 % chg. 2013 2014 % chg. 2013 2014 Che.
Industry Total | 34,070 37,013 B86%| fidee 86247 11.3%] 243274 267,750 10.1%

Cars 22,860 24,703 81%| bl,760 57438 11.0%( 163,200 178,138 9.2%
Light Trucks 11,220 12310 9.7%| 2b706 28,809 12.1%) 80,074 89,612 11.9%

Detroit Three 6,205 5,702 80%| 14,743 15,739 6.8%| 44,930 48,949 8.9%

European 7,834 71870 31%| 16937 18125 7.0%| bbee8 53208 4.6%
Japanese 17470 19544 11.9%( 397286 45424 16.3%( 122617 139,702 14.0%
Korean 2,761 2,897 1.9% 6,400 6,959 8.7%| 20,159 20891 3.6%

Percent Change in Los Angeles County New Retail Light Vehicle Registrations

14.0% 71% 11.9%
12.0% 11.0%
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H(iars

HTrucks

Jul 14 v % change % change
Jul 13 June '14 & Jul '14 vs. YID '14 thru July
June '13 & Jul '13 vs. YID "13

% Change in Three Month Moving Average of New Retail Registrations vs. Year Earlier
30%

25% A

% change vs. year earlier

13712 12712 1713 2713 3/13 4713 5/13 &/13 7/13 8/13 9713 10/13 11713 12/13 1/14 2/14 3/14 4714 EB/14
1/13 2713 3/13 4713 B/13 6/13 7/13 §/13 9/13 10/1311/1312/13 /14 2714 3/14 4714 /14 6/14 7/14
fg, Avg fug fwg Awg Avd Avg Avg Avg Avg Awg S Avg Awd fwg fvg Avg fwg Aug

The draph above provides a clear picture of the trending direction of the L& Gounty market, It shows the vear-over-year percent change in the three month
moving average of new retail light vehicle registrations. The three month moving average is less erratic than monthly registrations, which can fluctuate due
to such factors as the timing of manufacturer incentive programs, weather and title processing delays by governmental agencies.

Data Information

All data represents new and used vehicle retail registrations in Los Angeles County and excludes fleet, Please keep in mind that monthly registration figures can
occasionally be subject to fluctuations, resulting in over or under estimation of actual results. This usually occurs due to processing delays by governmental agen-
cies. For this reason, the year-to-date figures will typically be more reflective of market results. Green shaded areas in fables represent the top fen ranked brands.
Data Source; AutoGount data from Experian Automotive,
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Page 2 Los Angeles Auto Outlook

New Vehicle Market Brand Registrations

Los Angeles New Retail Car and Light Truck Registrations
i | : YD
July June "14 and July '14 combinad Market Share (%)

2013 2014 % chg. 2013 2014 % chg, 013 2014 afig) 2013 2014 Ghe.
[TOTAL 34,070 37,013 2.6% 77,466 26,247 11.3% 243274] 267,750 10, 1%
Acara q3g 383 1189 937 936 0.2% 3205 3,260 7% 1.3 1.2 -0.1
Audi 894 929 3.9% 1971 2,201 11.7% 6,246 6592 55% 2.6 25 -0.1
BIIW 1,531 2007 3.9% 4014 4 530 12.9%| 13364 14 587 9.9% bk b 0.0
Buick 119 £ -26, 1% 279 225 -19.4% 265 el -9.4% 0.4 0.3 -0.1
Cadillac 282 263 -B.7% 526 BEE 4.6% 2,196 2,098 -4.5% 0.9 0.2 -0.1
Chevrolet 1,761 1,790 1.6%) 3,923 4,098 4.4% 11,962 12 B16 BB 449 4.7 -0,2
Chryslar 126 118 -5.3%) 315 20 -24. T 1015 bk -23.4T 0.4 0.3 0.1
Dodge 506 518 2.4% 1,265 1,221 -3.5% 3813 4,015 5.3% 16 15 -0.1
Fiat 218 274 25.7% 442 688 55.7% 1,382 2,141 54,9% 0.6 0.8 0.2

2,178 2,262 3.9%) 5346 5561 4.0% 16,824 17361 3.2% 6.9 5.5 -0.48

276 e 07 [%1) 712 T3.0% 1986 2230 1257 0.3 0.8 0.1

4691 5,033 7.3% 10,653 11,688 9.7% 34,465 36,248 5.2% 14.2 135 -0.
1248 1336 7.0% 2,385 3,109 7.8%) 9,419 9,098 -3.4%) 3.9 3.4 -0.5

a7 400 -5.3% 230 959 20.4% 7239 3345 T7.9% 12 1.2 0.1
75 81 21.3% 147 197 34.0% B46 509 11.5% 0.2 0.2 0.0
525 786 49.4% 1,265 1,741 37.6% 3759 5334 41.9% 15 2.0 0.48
112 1561 3.2%) 3516 3,850 9.5% 10,740 11,793 9.8%) 4.4 4.4 0.0
175 207 18.3% 438 512 18.9% 1,722 1,983 15.2% 0.7 0.7 0.0
1472 1958 32.9% 3121 4,343 39.2% 9,845 14,218 44.4% 4.0 53 1.3
2 121 LB 207 286 BRI 5§ 209 76.0% U3 U3 (R
597 726 21.6% 13563 1,731 27.9%) 3675 4,824 31.3%, 1:5 1.8 0.3
1,945 2,206 13.4% 4529 4953 9.4% 15,992 16,742 4.7%) 5.6 6.3 -0.
q03 4e0 141 I 991 T40% 2785 2550 -53H i 1.0 0.3
103 104 1.0% 247 278 12.6% a79 1,081 24.1% 0.4 0.4 0.0
2,234 2,678 19.9 L 387 5,367 18.2% 17204 19,568 13.7% 7.1 7.3 0.2
240 252 -13.1% 800 724 20, 7% 2014 2,220 10.2% 0.2 0.3 0.0
138 278 47.1 418 536 52.2%) 1251 1,849 47,85 0.5 0.7 0.2
28] 101 280.7 T2 164 127, 8% 239 409 71.1% 0.1 0.2 0.1
subarl S [ (R 1805 b 74 205 3434 EREN 218H 1k T .2
Tacla 150 200 33.3%) 468 366 617 1,072 0.3 0.4 0.4
Toyota/ Seion 6,935 TET2 9.2%) 15,556 17 508 12.6%) 46,469 52360 12.7% 19.1 19.6 0.5
[Volkewadan A58 1,065 ITOEE 33EE 2584 -23.0% 9,587 2501 -12 7T 1.0 3.2 0.4
Vohvo 174 147 -15.5% 366 a07 -16.1%) 1,187 903 -23.9% 0.5 0.3 -0.2
Other 43 132 207.0% 131 274 109.2% EEO 912 55.8%) 0.2 0.3 0.1

Change in New Vehicle Segment Market Share - YTD 2014 thru July vs. YTD 2013
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Data Source: AutoGount data from Experian Automotive,
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Released: August 2014 (covering July 2014 data) Page 3
Percent Change in Brand Registrations
YTD 2014 thru July vs. YTD 2013
(Top 30 selling brands)
Fiat S 54.9%
Ram g
Lews ——— 4 4%
Jeep S — 419%
Mazda I !
Lincoln S 26.0%
Mitsubishi I 24.1%
Subar I 0%
Infiriti I 17 9%
Land Rover —— 5%
Nissan — 1375
Toyota/Scion — 127%
GME — 12 5%
Porsche I 102%
Kia — 2%
B —_— 0%
Audi - s
Ghevrolet = R
Dodge - s
Honda - o
Mercades _ 4.7%
Ford ook
fcura h 1.7%
Hyundai 4% W
Cadillac 45% W
MINI -53% W
Buick -94% T
Volkswagen “120% T,
Chrysler 034% N
Votvo 23.9% E
-80,0% 60.0% -40.0% -20.0% 0.0% 20.0% 40.0% 50.0% 80.0%

Percent changs in registrations

Combined Hybrid and Electric Vehicle Market Share in LA County

16.0%

14.0% _I 2014 hybrid/electric vehicle share ! ! 2013 hybrid/ electric vehicle share !
12.0% /- \

10.0% /

8.0% -

5.0% 5,

4.0% { 2012 hybrid/ electiic vehide share I_

2.0%

e Jan Feb Iar Apr e Jun Jul Aug Sep Oct iy Dec
=010 5.1% £.8% 7.8% 9.2% 5.7% 7% £.9% 7.1% T.7% 9.1% 93% 8.1%
—— (113 8.1% 8.0% 9.1% 3.9% 9.2% 9.8% 10.3% 9.7% 10.5% 104% 10.3% 9.1%
— (1] 4 9.0% 9.5% 9.1% 9.1% 9.7% 10.5% 10.7%

GLANCDA

Data Source; AutoCount data from Experian Automofive,
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Page 4

Los Angeles Auto Outlook

Market Share for Japanese, Detroit Three, European, and Korean Brands - YTD 2013 and YTD 2014
YTD 2014 thru July

YTD 2013 thru July

European
22 9%

European
21.7%

Letrcit Three
18.5%

forean
2.3%

Detoit Three
13.3%

farean
T.8%

Japanese Japanese
50.4% 522%
Data Source: AutoGount data from Experian Automotive, Mote: numbers may not add to 100% due to rounding.
Market Share for Top 10 Selling Models in LA County - YTD 2014 thru July
5.0% 177

4.5%
4.0%
3.5%
3.0%
25%
2.0%
1.5%
1.0%
0.5%
0.0%
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WHAT

1 YU CARS SELL WELL
VAL [N MY MARKETS?

=27 MAMENT AREE?

ANSWERS DRIVE RESULTS.

‘fou need insights inta your market plce to make the best
decisions 1w maximize profit. The AuoCount™ Deakr
Repor aralyzes fulldemikon newand used competitive
dealer market share, down to specific amas you define.

‘fiou bring the questions. We'll bring theanswers.

.ﬁi. Exparlar
Automothve
sEpermtTmetve.mm 111 S0

ExperignAutomotive is the data provider for Los
Angeles Auto Outiook.
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