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full attention of manufacturers and dealers in the new car

business. Dealer contracts should be assured at first, followed
by investment, and finally by the recruitment of qualified salespeople.
Manufacturers are launching more and more products into the
market, and customers are streaming into dealerships; everything has
changed faster than expected here in the world’s largest auto market,
and competition has intensified due to the large amount of supply
involved — while at the same time, market growth has slowed and
customers have become more demanding.

The resurgent growth of the automobile market demands the

Meanwhile, the importance of the after-sales business to improving
customer satisfaction is more and more recognized. Excellent long-
term service promotes customer loyalty. It is much more cost-efficient
to care for core customers than to be permanently looking for new
customers and marketing to that end. The first car is always sold by the
salesperson, but service is what brings the second sale and the ones
after that. In addition, the gross yield achieved through labor hours
and parts sales is another resounding argument.

With new car sales and service alone, even perfectly implemented,
dealers have limited prospects in the long run. Therefore, used
car transactions have become another important business sector.
This adds transaction complexity on the one hand, while building
a complete value-added chain on the other. In the future, the
used car business will generate at least the same return as new car
sales. At present, authorized transactions still show a weak market
performance, since first-car buyers, who have no used cars to offer,
remain the vast majority of customers. Currently, the business is
carried out mainly in private cars, but significant change will occur in
the coming years. In the next five to six years, 20 million new cars and
20 million used cars will have new owners. Autohaus must prepare for
the future from this moment. This edition is mainly concerned with the
management of the complete procedure, from collection, preparation
and presentation to resale, financing and guarantee issuance.

The first edition of Autohaus China delves extensively into the used
car business. We will share with you the key points in this business, the
elements which are vital in order to be successful in this field.

We started with the special edition of AUTOHAUSChina powered by
Automechanika in december during the Automechanika Shanghai
2012. Now we will appear as a monthly exclusive premium magazine
for the decision-makers in the Chinese automotive industry. Every
week we have also a current newsletter (www.autohauschina.com)

Ralph M. Meunzel
Publisher
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Chairman of the China Automobile Dealers
Association (CADA), who attended the
Annual Meeting of the National Automobile
Dealers Association (NADA) in Orlando,
USA. According to Mr. Shen, NADA and
CADA have their own distinguishing
features against a backdrop of different
national conditions. Maintaining a parallel
relationship and having direct dialogue with
the US Congress, NADA often lobbies for
dealers and influences the decision-making
of both car makers and the government.

For their part, CADA, backed by the
government, can communicate well with
the authorities and exert influence on policy.
Although China is a big vehicle consumption
country, the current automotive market is
immature. Since it’s still a seller’s market,
dealers have to rely on car makers to

make money. Therefore, dealers have little
influence on decision-making. He thinks

the reason for China'’s market being big

but not competitive is that the interests of
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consumers are not the priority. Consumers
pay big money for cars but receive little
service. Since 2012, China’s automotive
market has been transforming into a
buyer’s market. In these circumstances,
dealers should focus more on consumers;
understand their demands and purchasing
habits; change their concept and ways of
thinking to get closer to consumers; and
concentrate on marketing and premium
services. Although statistics show signs of
recovery, the market will be unable to return
to its 2010 peak this year.

Recently CADA has focused on three things:
safeguarding trade interests; addressing
trade appeals and bridging the gap between
the auto industry and the government; and
assisting the government in developing fair
competition policies in terms of automobile
circulation. One of its most important tasks
is to hold the China Auto Circulation Annual
Conference in November and December
each year.
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Professional magazines AUTOHAUS and
AUTOHAUS CHINA recently interviewed
Mr. Lubos Vlcek, Senior Executive Director
of Sales and Marketing, Volkswagen
Group (China), who is responsible for
Group Fleet, Used Car Sales and After-
Sales. Volkswagen is the leading carmaker
in the Chinese market, with over 2,000
dealers nationwide. In the interview,
Lubos Vicek shared his views on the future
of the market and how to face coming
challenges.

According to Mr. Vicek, Volkswagen is now
building its competency in emerging new
business fields within its dealer network,
while maintaining its leadership in the
traditional new car market. New car

sales in China will grow moderately after
thriving for several years, and he expects
used car sales volume to exceed that of
new cars in five to six years. Volkswagen'’s
goal is for the sales volume of used cars

to exceed that of new cars in 2018/2019,
and for the contribution of the used car
sector to reach 70% of total business.

The Volkswagen used car program, “Das
Welt Auto’, adopts the same standards
worldwide and is now ready to tap into
the Chinese used car market with its huge
potential. With the company’s know-

how and related programs, “Das Welt
AUTO"provides inspection checks and an
in-house warranty to win the customer’s
trust. He also attaches great importance to
after-sales service. Customer satisfaction
and marginal benefit are the two functions
of service, since they can guarantee
customer loyalty. In addition to excellent
maintenance performance, dealers have
to learn how to move their customers

into the core customer category. He also
pointed out that fleet customers will boost
future sales.
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China is still very far from having a mature
used car market. The standard method

of judging whether a used car market is
mature or not based on the proportion of
sales of used cars to new ones. Chinese
people prefer buying new cars to used
cars. China is the biggest and most quickly
growing car consumption market, but not
a mature used car market. There are three
reasons to prove this point. Firstly, the
shortage of used car evaluation standards.
China still has no technical criteria to
evaluate the quality and residual value of
used cars. In developed countries with a
mature used car market, normally there

is a complete trade-in system, including
methods to appraise used cars, a standard
appraising process and a set of high
requirements for qualified appraisers.

An integrated national system for the
used cars evaluation in China will be
promulgated this year. Second, compared
to after-sale service systems of new cars,
spare part availability and service need to
be improved a lot in the used car market.
In a mature used car market, buyers of
used cars have standardized after-sale
maintenance contracts and a quality
guarantee. But these are not available in
China, which leads to customer mistrust
of used cars. Thirdly, used car transactions
are lack of standardizations. Even though
it is legal, the circulation channel for cars
is quite complicated. There is no national
policy to supervise, restrict or punish
malfeasance. In conclusion, the Chinese
used car market still has a long way to

go before reaching maturity. China used
car market has great potential, but this
can only be stimulated by supportive
government policies to develop a
standardized market.
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With the increase in new car sales slowing
since 2011, manufacturers, dealers and
investors are shifting their focus to the
used car market. The used car market is an
integral part of the automotive industry.
Firstly, the sale of used cars has become an
important revenue and profit source for
dealers. Secondly, through trade-in used
cars customers can receive the funding to
buy new cars, while manufacturers and
dealers can control the price of used cars
and maintain brand value. Thirdly, used
car transactions are profitable to all parts
of the industrial chain, from automotive
finance, insurance, after-sale service,
scrapping to recycling.

China’s used car market is full of potential.
Although the prospects are good for
China’s used car market, there are still
some restraints, such as : no sound quality
assessment or price evaluation system

in place; consumers cannot avail of
after-sales service and financial support
when buying a used car; there is no
national information platform for used

car transactions. To ensure the rapid and
healthy development of China’s used car
market, industrial regulation organizations
should strengthen in three respects: an
official technical certification center should
be established and used car certification
and after-sale service should be gradually
improved; a robust used car value
evaluation system should be put in place;
regulation of the used car market should
be strengthened

Considering China’s used car market is still
in the early stages of development, market
players and investors should actively and
prudently develop the used car business.
The existing used car dealers, as well as
after-sales service and financial services,
should introduce new business models

to improve profitability. The used car
dealers should build a talent pool to meet
the requirements of rapid growth. The
manufacturers should also provide dealers
with the necessary support.
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READ HERE...

Many customers feel uncomfortable when
trading in their used car to a dealer, because
they are afraid about its real condition. In
fact, the valuation of the trade-in is part

of the sales process, but one that comes
relatively close to the end. Salespeople
should avoid quoting a price for the trade-
in right at the beginning of the sales
conversation, since that leads to the whole
conversation becoming unpredictable. In
any case, a price should never be quoted
before checking the car being traded in for
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defects.

The salesperson has to figure out the

demands of the customer and at the

same time create desire to buy. Once the
customer’s intention to buy is clear, the
conversation can turn to trading in the used
car. After showing the potential new car
and a test drive, the evaluation of the car

to be traded in is done. The evaluation has
to be done by a technician, never by the

salesman himself. Transparency and trust are
rule number one, because often the trade-
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—MRK, BXLLE, THEFFELMNIE
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RN ZEEBRENIFFEETM:
RANTREFTER, SEFERYE,

in process decides the success of future
business. Therefore the salesman needs to
establish a relationship based on trust with
the customer, who has to feel positive on
both an intellectual and emotional level.

If defects are found during the evaluation,
they must be explained to the customer with
tact. No matter what, bad-mouthing the car
and its defects must be avoided. If possible,
the salesman should be appreciative of the
car. In the relaxed atmosphere thus created,
the first step to signing a contract is taken.
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READ HERE...

Research into car Residual Value Indicator

(RVI) is of great importance to planning and
designing auxiliary products, improving car
residual value and brand image, guiding

the pricing of finance leasing products and
minimizing risk. Since the China Automobile
Dealers Association first released the
Passenger Cars Residual Value Indicator Report
(hereinafter referred to as the Report) in 2009,
carmakers and dealers in China have paid
more attention to RVl and have made efforts in
R&D, production, sales and after-sales service
to increase RVI. Consumers have also begun to
consider RVI when selecting cars.

According to the Report, used cars in China
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generally cost half the price of new cars,

a higher ratio than in developed markets.

This high price is one of the major factors
restraining the development of the used

car market, but passenger car RVI will

trend lower over time - with increasing
automobile preservation, more sources of used
cars will emerge and used cars will become
more cost effective. Moreover, RVI has become
instructive in terms of finance leasing for new
cars. Since 2012, major carmakers like Benz and
Audi have been experimenting with the sales
mode of finance leasing for new cars, which
depends on RVI since the buy-back price is set
according to historical RVl and forecast based

ELIERERFIE

RIESIZE BRI E
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on future RVI.

In 2012, China passenger car RVI was
affected by various developments: the
New Vehicle and Vessel Tax Law was
announced; car purchase limitations
were implemented in Guangzhou; the
GDP growth rate was the lowest in three
years; car models saw continuous renewal;
vehicle use cost increased substantially
due to the soaring oil price and high
interest rates; the price of imported cars
fell greatly; Japanese cars were boycotted
by those with strong nationalist feelings,
while German cars remained in leading
position.
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Although China’s used car market is still

in its early stages, professional dealers
will certainly achieve sales growth and
make a good profit. As new car sales

are approaching their peak, used cars

will flood the market in the future. With
increasing pressure on the new car market,
the profit margin on new cars is meager
and dealers have to rely on used car sales
to make up for this. Currently there are no
unified standards for vehicle evaluation

in China. In these circumstances, used car
warranties are one of the competencies
of dealers, which will help them stand

out in providing products and services to
customers. A warranty is not only a vital
means of increasing customer satisfaction
and maintaining loyalty, but also creates
opportunities for new deals. Warranty
services are helpful to the sustainable
growth of maintenance services and
spare parts sales. Since scope and service
level are two major criteria for measuring
warranty services, specialized warranty
service providers with years of experience
are more reliable. The second largest
used car warranty provider in Europe,
CarGarantie started in Germany and now
has branches in 18 countries, entering
the Chinese market in 2011. CarGarantie
provides a full range of warranty services
covering all essential components,

wider than any other warranty product
available. To meet diverse customer needs,
CarGarantie has one-year and two-year
warranty products, which can be renewed
after expiration. When vehicle damage
occurs, CarGarantie's claim settling agents
provide thoughtful individual service and
settle the claim in a fast and convenient
manner, guaranteeing a stable cash flow
for dealers.

1 CarGarantie /f 7 Bl & K =—F FARMEAUH,
CarGarantie % /248 B 54T = F £S5
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With the development of the used car
market in China, the traditional business
model is also experiencing a transition,
towards new modes of operation. Used
car agencies have accelerated their
transformation in terms of source and
channel, while the business model has
shifted towards scale and professional
operation. Since the market reforms in
2011, the transaction model in the used car
market has changed -thanks to superior
services, name-brand used cars have
become very popular among consumers
and the leading services have made

used car transactions more transparent
and trustworthy. The advantages of the
certified used car business have become
apparent, and certified branded used cars
are expected to make a major contribution
to the used car market.

Independent used car dealers used to be
separate from the used car transaction
market; although they have a small
market share, their branded operations,
standardized business operations and
satisfactory services have helped them
grow stronger, and they will bring new
blood to the Chinese used car sector,
which should never be underestimated.
Auction and transaction service platforms
in the used car market are increasingly
vigorous. In 2012, with the help of

entity auctions and online bidding, the
major businesses for used car wholesale
transactions developed great momentum,
at the same time attracting more
transaction service platforms.

The features of the used car market, the
general market environment and the
used cars themselves all play a part in the
prospects of the used car chain business.
There’s no doubt that used car chain
operations will play a very significant role
in the used car market in China.
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At car tradeshows in China local dealers
seem to struggle, thus missing an
opportunity to generate spot sales and
identify promising sales leads. In the run-
up to Auto Shanghai, the team at the
dealership booth needs to be carefully
selected, and to prepare in a‘training
camp’ Every member needs to understand
their specific role, and to this end there
should be a formal introductory meeting,
team building sessions and education on
the dealership and product range.

The booth at the tradeshow becomes a
sort of home for a few days, and the team
should make sure that the ‘guests’at their
booth have a pleasant experience. The
best way to generate relevant leads is to
engage people in conversation and build
a real relationship on the floor. To this end,
booth members should interact with one
another and the customers in an energetic
and fun way. The team should be divided
into promoters and advisors. Promoters
filter prospective customers out of the
crowd by asking engaging questions. They
then pass them on to advisors, who cater
to the prospect’s individual needs and
requirements.

Itis the key to focus on quality rather than
quantity. Of the approximately 800,000
people who will attend Auto Shanghai,
about 5,000 will be potential leads. They
are the ones to watch out for. Encourage
them to seek you out through focused pre-
show outreach, and when they come to
your stall, keep them engaged with touch
screens and other devices to promote
interaction - they shouldn’t be waiting

for you to finish with other customers.
Demonstrate commitment by working late
and maintaining high energy levels as you
do. Most of all, remember that practice
makes perfect. Train your tradeshow teams
well - they only have approximately four
seconds to engage somebody walking by.
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While European markets suffer from the
debt crisis, Brazil, Russia, India and Russia
(known as the BRIC countries) will become
the world’s most important automotive
markets in the coming decade. In 2012,
vehicle production and sales in China
amounted to 19,271,800 and 19,306,400,
increases of 4.6% and 4.3% respectively.
Due to favorable macroeconomic and
industrial policies, the Chinese market has
grown for three consecutive years since
2009. Although quality improvement

and industrial restructuring have become
the first priority, it is estimated that car
sales volume in China will increase by

7% in 2013. Russia is the most mature
BRIC market, with 200 vehicles per 1,000
people, and has become the second
largest market in Europe. Driven mainly
by foreign brands, the Russian market will
see only slight growth in 2013, as demand
is the lowest among BRIC countries due to
an aging population and negative growth.
Thanks to low lending rates and huge
demand from the new middle class, car
sales in India amounted to 3.43 million in
2011, 1.28 times sales in 2005. However,
growth slowed in 2012 as demand fell
due to rising oil prices, high interest

rates and economic slowdown. Car sales
may rebound in 2013 if taxes are cut

and inflation rates and interest rates fall.
Temporary tax cuts and preferential car
loans eventually neutralized the impact of
adverse factors like economic slowdown
and air pollution controls. Car sales in Brazil
reached 3.8 million in 2012, an increase

of 4.6%. Estimates suggest an increase

of 8.8% in 2013, as demand is increasing
due to the coming 2014 World Cup and
2016 Olympic Games. New policies mean
that foreign brands will enjoy the same
advantages as local brands in terms of
technology and R&D.
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Improving customer satisfaction and

retail performance in an increasingly
competitive automotive market is more
and more crucial for dealer networks.
Arthur D. Little’s four-step approach

to addressing customer satisfaction

is: 1) Identify key touch points for the
customer in store. 2) Define a strategy for
improvement. 3) Set up a global program
to implement the strategy effectively. 4)
Measure results.

For step 3, setting up a global program
requires a clear definition of the
relationship and governance model
between OEM headquarters (HQ) and local
Market Profit Centers (MPCs), as well as an
accurate testing design and preparation
phase. Each party has a clearly defined role
and targets. OEM responsibilities include
defining program scope and guidelines,
reviewing and fine tuning methodology
and launching the roll-out phase to

other MPCs. Pilot markets must adapt
methodology to local markets, define
implementation strategy, run the pilot
phase and roll-out phase, and share results
with HQ.

Step 4 entails further analysis of
quantitative (revenues / investments)

and qualitative (customer satisfaction
performance) data, in order to measure the
effectiveness of improvement actions and
to support investment decisions. Consider
whether customer expectations are met;
the positive impact on revenues and
cost-saving when they are; and whether
there has been a unique customer brand
experience. Satisfaction with the in-store
experience when purchasing is only one
part of overall customer satisfaction —
satisfaction with the product itself and
with after-sales service also contribute.
Adopting the four-step approach led

to one OEM improving its customer
satisfaction performance by 16% in a year.
A consistent customer brand experience
is increasingly important in delivering
business growth, especially for premium
car manufacturers, and offers a strategic
opportunity to differentiate brand and
reinforce customer loyalty. Arthur D. Little's
four-step approach is the cornerstone of

a differentiation strategy in the premium
OEM market.
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The Graf Hardenberg Group is one of the
100 biggest car dealers in Germany. In

the southeast of the country the trading
group has 16 sales locations and 32
service locations. The Group's brands are
Volkswagen, Audi, Porsche, Ford, Seat and
Skoda.

Graf Hardenberg almost employs 1,000
employees and due to the acquisition

of several car dealers and brands the
company is on course of growth. Another
aim of the company, however, is the focus
on the customer. The dealer group wants
to be a fair, competent and strong mobility
partner. Thus the size and competence of
the company doesnt contradict a very
personal customer approach.

After the booming years of 2010 and
2011, 2012 was characterized by several
challenges, e.g. declining figures of order
intakes. The new-vehicle business as

one of the three important pillars in the
automotive dealer business was slightly
declining by six per cent in 2012, with
reference to the whole group. the used
car sale, the second pillar, grew by 12 per
cent in comparison to 2011. However, the
gross profits decreased slightly. Not only
for the sales of new cars, but also for those
of used cars, for the Hardenberg-Group

it is elementary important to offer the
customers an attractive range of vehicles.
The third pillar, the repair and maintenance
business recorded a plus of 6.7 percent

in auto repair and 5.1 percent in parts
business compared to the previous year.
For the year 2013 the company calculates
with a similar level as in 2012, concerning
the orders. The repair and maintenance
department should show a slight increase.
The company’s aim is to push through
stable prices for the customers, now and
for the future, through individual support
of the retailers and with a structured

field in the sector of commercial buyers.
Especially commercial customers like small
and medium sized enterprises have their
fleets managed by the Hardenberg-Group.

AUTOHAUSCHINA 45



—

"
-

1SBIER el
—EiCiinE—E

CRM_EETHIAHIFEALAHBNGERET, BUMBRERAERX

REHZERBHZEEILSEERRF - ERRE

3 / JOACHIM EBERLEIN*

FTIRETRR, SERFSR
in?@éiﬂfi (A4S E8HIER

X ) ZENXRRETEE
HIEE . BITIRREEHED, KSHmE
HEW T HANSRASKIESSR, HEE
ErElEHNSEASEEE T BIEEFIED
BIMR AR EWAREEFIFE R, —L&
ZEBEEERIERRIZINTEN L0

46  AUTOHAUSCHINA

YrBIEREIE,
U%Mﬁ£'”

A, BTFFZERENE
%ﬂﬁﬁ%@%%¢l$%ﬁ%@mﬁ
XK, ITERFHEBATR,
zo$%EM*E$%%H7§E$
FFRE, RASARIZZ
—MNE REHRLH

S—ERIER,

/\jﬂ‘:_‘_]L, S Z

2N o

EBR BXNZIEIL, TREAELE
hEIEFRBZEIEER, 81 PEE
leERBFNERRIESD, WEMHE—
%%Ei’]i’—:bi LASCHIEE E B ARRIEER)

- [ERT, %ﬁﬁ%‘%é‘%”é}iﬁk‘ i, &
AJS 5% REFEEZ ERESETN
BRIEA . XFE, &D ,A’JEE’]ZE
POTERLSRREBIUE, MEX

04/2013

[ : SuperStock

MEREIAN S KEZN .

EHit, WEESEFRZILFERN
XER, FREETHN, MESEEE
TEE. IR TREFPIFRE
2. EEBNRANEKRR, 55
BEUKIXRCEREEXEE. WA
FROAEEHEEREMNOEESFFX
MEE, UREREERETANIE.
MRDEREX MO ERERTE—
PRERRTEWRBEA, MIIARKAIA
NEETSERRENERTIXRZ
£89.

Bt ERBEESEFIXR,

04/2013

MHRETHRIFNER, EPEELRR
BN, LMERRFIESIERIMKEE . R
RBESPDEEmME THREFPIERIIE
ll?, WFEHEEREEE Rk, W
RIETHBEFERATA, EAXMR
ER? 2Rz VIP BERZEDE/RELL
£, MEKE, ©EFAERE?
WRIFA %DEEF'HJ_ AR B aTAY
EHE, BARHERIRS
?_{7&1|§/HEEU4\ %Uﬁﬁzw%@?%)ﬂ
(Eﬂﬁﬁﬁ%rﬁz_ﬁi'ﬂi;/ﬁig) , BY
PMBAIRGERMIRNE, XET22
MFEER?
ERXREEOOEEIEE,
EEILOUHRKEF BB EEEE
EE. REZETEENBAXEEENE
Prskirst, NmiEsreEZ A ES
M, NRIREITRANEHEF SR
a9— 4I‘¢|9€%§0
RRASLEEFHE— " =EN
EEEEEJE'TETJ‘—EE’JFHPMTEV%Q}E BRE
ENa@EENEENREAS. —1)
ZEURTHEMAZ RFPHIBENERE.
RIAXNIZ X HEMDRIEARIRE,
BEIEEMIREEZINEFEIER
EERDALIBREIBRTESINVER
SBERN—EFRE. XEFESETR
Shn, A REFNENEFES.
SEMFTHAEX, MR EIRE
PXRE,
WE, HMNAEBREFAEENR
=FN. BIIZEERXEER?
ﬁ%@?ﬁﬁl_%fam? BiEZ—=281
ZEFETH T EIINERXREE
(CRM) &£18, fasi=AMEZfINE
EPXR, Ip—3 CRMEERNBEN
TRATETH ERENSIRE,
MEELL CRM SIEEEEREIIEFN
KAEFREEI AT SRR EE(ER
T ERHEEREMR CRM % B,
CRM £1BES T EMNER . ELERHE
EPRERFIEAE .. XEFTERYEA
MRZ2RMHABES, MEMENEH
EGTEHNY, MRS EEER,
Tic2EANLEREN. £H%
BRI, 1REERIQEIER ((RIXEELY
aRE) , mEEESIAHES TR
EEl, TEEIRIEILE T AR S

ey | IINING

*Joachim Eberlein 2k 4, AHE
A7 bikid e/ LA ZPATES, A EZAT
LA H R R,

BRMmE, EENNRRE—FH. &
EBNOZLIREFE RIS TURK RMEAT)
NEF. SEFEYFER. BEEE
HXR, SEEEENIKIBNEEN
ERMRAIEN . BAXFERIIRE,
BXELHEBHLMKPIBRAOE—TS
. EERARER, SH—ITHER
MR AXRAZRILE— N EEFPIBELE TR
EWNABLALE. BEIt, REEFPXR
PRCRIZEBAZEXIARFKRIRE, A
EERIMIPLATIE., m

READ HERE...

Studies in the US have shown that it's

four times more expensive to find a new
customer than to keep an existing one.
This means it makes a lot of sense to view
the expense of improving the customer
relationship as an investment in the future
rather than as an additional cost. With

the relationship between car buyer and
seller changing significantly over the last
two years, it's vital to develop successful
methods of dealing with existing
customers.

Chinese car market is used to demand
exceed supply. However, with the flooding
of new vehicles into the Chinese market,

it has become a buyer’s market, and

this is not going to change any time

soon. Therefore, dealers now need to
establish a customer relationship based
on trust, reliability and understanding
rather than discounts alone. This means
getting better information on customers,
and having it available in standardized
form, available to employees. The core of
customer relationship management is thus
a well maintained database of important
customer information. Since the quality
of the data it contains is paramount, sales
consultants should have customer data
quality standards. Once data quality has
been assured, the next step is using it
most productively. One approach is to
appoint a dedicated Customer Relationship
Management (CRM) manager, who - in
accordance with the overall CRM strategy
of the dealership - should cultivate and
foster the relationship with customers, and
develop events, activities and campaigns
that are individualized and appropriate
for them. A strong, trusting relationship
which brings benefits to the customer will
have a positive impact on the long-term
profitability of the dealership. Of course,
this entails an investment up front, but it's
the only way for the dealership to achieve
long-term growth.

AUTOHAUSCHINA 47



P

I EELIS

FET5%F  (FATRERE, BEENRANEFEREZHEEZ—,
12 7T WEERINRIESR? MHTFERIS

3L/ AMY

READ HERE...

Recently Autohaus China interviewed
Edward Kua, Regional Director of

Beijing, Lei Shing Hong Auto; and Sunny
Tan, Senior GM, Beijing Tianzhu Star
Automotive Services Co., Ltd. One of the
earliest Mercedes-Benz dealers in China,
Lei Shing Hong Auto is the automotive
retailer for many premium auto brands

in northeastern Asia. From starting
business in China with a few dealerships
in the 1990s, Lei Shing Hong Auto now
has 50 dealership enterprises and 80
dealership stores nationwide. Based on
geographic and regional characteristics,

it has built an extensive network that
spans the northeastern, northern, eastern
and western regions, each managed by

a COO, except Beijing - stores in Beijing
are directly managed, while stores in
other regions are co-financed with local
enterprises, as Lei Shing Hong Auto sought
local support to make fast progress.

In the Chinese automobile market, to be
successful it’s vital to choose the right
model and adjust sales strategies quickly.
In Europe, consumers order cars from
dealers; while in China, consumers tend to
reach deals on-site. As dealer performance
is restrained by the quota auto makers
allocate to dealers, professional
management is needed to resolve sales
and stock pressure. Lei Shing Hong Auto
considers professional after-sales service
to be of great importance to the operation,
and follow-up service to be one of their
main profit-generating resources. Besides
professional services like maintenance, Lei
Shing Hong Auto also provides customers
with a comfortable environment and a
full range of customer care services. In
terms of dealer network construction,

Lei Shing Hong Auto has a CND (Center
Network Development) system to solve
any problems with the dealer shop setup.
Providing excellent service requires
experienced after-sale service people,
and training is very important to retain
talented staff.
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The automobile market in China is facing
challenges as a consequence of bearish
policies and the global economic malaise,
and the automobile dealer industry is
facing unprecedented difficulties. Auto
financing has become the key to solving
the financial difficulties. China Min Sheng
Bank, a reputable auto financing supplier

to the auto industry, has been commended
by CADA (the China Automobile Dealers
Association) as a financial agency with an
excellent contribution for three consecutive
years. When interviewed by Autohaus, Wang
Wei, Min Sheng Bank’s General Manager

of the Auto Business Division, Traffic and
Financial Services Sector (TFSS), disclosed
that the auto financing business contributes
over 50% of the revenue of TFSS in terms of
asset size and profit. Wang explained: “up to

this year, Min Sheng Bank's finance product
and services have covered 253 auto parts
enterprises, 155 OEMs, 1565 dealerships. It
is worth mentioning that at present, most of
the top 100 dealer groups have established
cooperation with us "While maintaining

the advantages of being a business bank,
Minsheng Bank is endeavoring to enhance
its professionalism in the automobile arena.
By means of market access, paying attention
to operating data and cooperating with
powerful dealer groups, financial business
risks have been successfully kept under
control. Minsheng Bank is now preparing
used car financing in the hope of igniting
the used car market, by integrating industry
resources to promote a leasing plan with
independent brands.
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Since 1998, auto financing in China has
gone through a distinct cycle - rapid
take-off, temporary blow-out, dormancy,
and finally slow recovery. It's believed
that in the next decade, auto financing in
China has a promising future. Nowadays,
whether for auto enterprises or dealers,
there are no longer big profits to be made
by simply selling new cars. Instead, auto
financing has become the lubricant for
the sustainable development of the auto
industry, since it provides more choices for
customers when they choose cars, lowers
the threshold for the purchase, stimulates
sales, smooths out financing pressure

for dealers, and increases the number of
customers in the used car financing and
leasing market.

China is the largest new car sales market
in the world, and the majority of auto
dealers’income in China comes from

new car sales.This is quite different from
developed countries with mature auto
market, where most of the profits for auto
dealers come from sales of used cars,
components, financing and insurance.
There are four ways of financing in the
global auto finance industry: bank deposit,
bond market, mortgage asset bonds and
bank call loans. In China, auto financing
only has one source, and most of the
capital coming from bank loans. Despite
the difficulties, auto financing will play a
significant role in the auto market in the
future. The government has signalled
that it will stimulate the development

of auto financing, leasing and auto
insurance. In conclusion, auto financing
will be rejuvenated. It's necessary for auto
financing companies to cooperate with
banks, to demonstrate the complementary
advantages and strengthen cooperation
to fuel rapid development. Meanwhile,
the government should gradually relax
restrictions on the auto financing industry
and create a more relaxed development
environment and multi-dimensional
financial channel for customers.
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With the Chinese automobile industry
becoming a buyer’s market, safety and
comfort are gradually replacing price as
the main focal points in sales competition.
For any car, tires play an indispensable
role in the improvement of safety and
comfort. On this particular topic, AH
China interviewed Mimura Kazuhiko,
Sales Director of Passenger Tires from
Bridgestone.

According to Mr. Kazuhiko, tires form

an important and essential part of

any vehicle’s active safety system, as
electronically assisted safety systems

such as ABS, EPS and ASR require superb
tire performance. As for comfort, tires
eliminate turbulence and noise from the
outset. Bridgestone has had a special

Tire Check Safety program since 2003.
Professional technicians provide a free tire
monitoring and checking service to deal
with hidden safety concerns, and users
acquire a better understanding of tire
usage and maintenance, improving safety
awareness and reducing the number

of injuries caused by tire wear and tear.
Dealers have not yet introduced equivalent
programs.

While improving their industry chain in
China, Bridgestone is committed to the
introduction of mature tire technology
and high-quality products into China, as
well as continuing to develop tailor-made
products for Chinese consumers. As far

as dealers are concerned, Bridgestone
provides long-term sales training, service
and technical support to help them draw
up the appropriate market strategy. Wing
of Car is the highest-ranked Bridgestone
flagship store in the Chinese passenger
vehicle market. With its focus on tire safety,
with driving pleasure as the ultimate goal,
Wing of Car is a comprehensive service
station and a brand new retail business
model based on Bridgestone’s abundance
of global experience and China’s unique
market conditions.
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With the Chinese automobile industry
becoming a buyer’s market, safety and
comfort are gradually replacing price as
the main focal points in sales competition.
For any car, tires play an indispensable
role in the improvement of safety and
comfort. On this particular topic, AH
China interviewed Mimura Kazuhiko,
Sales Director of Passenger Tires from
Bridgestone.

According to Mr. Kazuhiko, tires form

an important and essential part of

any vehicle’s active safety system, as
electronically assisted safety systems

such as ABS, EPS and ASR require superb
tire performance. As for comfort, tires
eliminate turbulence and noise from the
outset. Bridgestone has had a special

Tire Check Safety program since 2003.
Professional technicians provide a free tire
monitoring and checking service to deal
with hidden safety concerns, and users
acquire a better understanding of tire
usage and maintenance, improving safety
awareness and reducing the number

of injuries caused by tire wear and tear.
Dealers have not yet introduced equivalent
programs.

While improving their industry chain in
China, Bridgestone is committed to the
introduction of mature tire technology
and high-quality products into China, as
well as continuing to develop tailor-made
products for Chinese consumers. As far

as dealers are concerned, Bridgestone
provides long-term sales training, service
and technical support to help them draw
up the appropriate market strategy. Wing
of Car is the highest-ranked Bridgestone
flagship store in the Chinese passenger
vehicle market. With its focus on tire safety,
with driving pleasure as the ultimate goal,
Wing of Car is a comprehensive service
station and a brand new retail business
model based on Bridgestone’s abundance
of global experience and China’s unique
market conditions.
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Vehicle telematics is the integrated use of
telecommunications and informatics, for
application in vehicles and in the control

of vehicles on the move. It facilitates the
sharing of information among vehicles,
drivers and roads, guiding and supervising
vehicles and providing multi-media and
smart mobile Internet applications. Vcyber.
cn is the first company in China to offer
telematics services through smart phones.
It has played a very significant role in
contributing value to auto dealers, as it
provides customized telematics solutions
integrating software and hardware,
allowing dealers to receive dynamic
information about drivers and increase
profits through the life-cycle service
operation. The distinctive feature of Vcyber.
cn, compared to other telematics products,
is speech recognition, which means smooth
connection and access to driver data at auto
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service stores. By participating, drivers will
develop more loyalty to service stores, and
they in turn can extend their chain service,
including purchase, use, maintenance, used
car sales and auto financing, to the complete
life cycle, thus increasing revenues. The
market share of Vcyber.cn products is
satisfactory and will continue to grow, with
income expected to double or triple. In
China, the vehicle telematics industry is still
in the early stages of development — with
auto service stores becoming embarrassed
by falling profits, it's urgent for them to
take advantage of high-tech products to
upgrade their services, explore the service
value of cars in stock cars, and be pioneers
in the transition to a new business mode,
one which could sustainably increase their
revenues and help them maintain a leading
position in the market.
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In China’s automobile market, the
limousine is one of the fastest growing
passenger car sectors. To better
understand the successful experience of
luxury brand dealers in China, AUTOHAUS
CHINA paid a visit to the global sales
champion store of luxury brand Jaguar,
the Beijing Yanyingjie Jaguar & Land Rover
Golden Port 4S Store. It can be found in
Golden Port Auto Park, with an area of
9,000 sqm including its Golden Port F3
track, built by Jaguar & Land Rover China
to global standards and the only track of
its kind with FIA certification in Beijing.
Thanks to its pioneering sales approach,
the store is the global sales leader in terms
of Jaguar sales. Within the Jaguar & Land
Rover sales system, Beijing Yanyingjie has
also been awarded the Grand Prize for
After-sale Service Skills of Jaguar & Land
Rover China Dealers and the Grand Prize
for Public Relations Training Program of
Jaguar & Land Rover China Dealers, based
on its pre-sale, after-sale and maintenance
systems. Standardized brand management
and strict implementation of meticulous
management rules have contributed to
the amazing sales record. The professional
services — including a test drive
incorporating instruction from a certified
trainer, first-class after-sale service,
professional staff training from Jaguar

& Land Rover manufacturers, certified
technicians, and the largest original parts
warehouse in Beijing - give the dealer
huge advantages over their peers. The
sales concept of Beijing Yanyingjie, “The
purchase of Jaguar cars represents a living
style”, entails training their salesmen

to suggest an elegant lifestyle. When

the Jaguar design concept meets the
perceptions of clients and ignites their
imagination, a comfortable and relaxed
willingness to purchase the car reveals
itself. That's the marketing secret behind
becoming the world’s Jaguar sales leader.
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Business Media Ltd. and Springer Fachmedien Miinchen GmbH, Germany. AUTOHAUS China is the leading
professional magazine for managerial staff of car dealerships as well as for decision-makers of all OEMs on
the Chinese market. It is focused on topics related to business operations and management, from sales of

new and used cars to repair and maintenance and all aspects of customer relationship management.
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B  News and trends from the field
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ﬂfﬁﬂ: THED ) B e H—13, 2WiTE B New cars: The latest innovations and manufacturers' sales strategies
J SB35 +86 755 83709577 7 B Used cars: Boosting profits by optimising processes
B After-sales: Higher returns with the help of customer-oriented services
B Auto parts aftermarket: Look into the leading industry in the aftermarket
B Financial & Law service: Providing the latest news & consultation around the industry
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