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By Gene Daughtry, NCM Associates

OVERLAND PARK, Kan. — I ask a dif-

ferent question. Where did all the custom-

ers come from that are buying right now? 

Have all these customers been waiting for f -

nancing to come back to life? Did they all just 

hang on to the same car for f ve, six or even 10 

years? I hope this year helped you realize that 

there have been many customers in your mar-

ket who could have used your help, but they 

would never consider buying a car from you 

because of their perception of what you do.

Now comes a new challenge — special 

f nancing. Special f nance isn’t really a new 

challenge. I have been through at least three 

surges in special f nance. 

Customers wait because they want some-

thing “better,” something dif erent than they 

believe they can get from you. What is the 

special f nance dealer of ering that you are 

not? New vehicles with six-year loans or oth-

er vehicles you do not of er? Do they have 

longer warranties or lower interest rates? You 

should know. You need to know.

Since my start in the car business I have been 

involved in three unique BHPH operations.

One operation f nanced cars that had low 

ACVs and f t into what most people perceive 

a “note lot” looks like. From there, I moved to 

an established high-line operation that oper-

ated in a very nice facility. In the late 1990s 

we of ered vehicles above the $10,000 ACV 

range with long term service contracts, GAP 

and credit life. We had a prof table, full-ser-

vice shop operation.

T e third operation was a startup I han-

dled eight years ago for a franchised dealer 

and using my own business model. My goal 

was to attract the special f nance customers 

in that market. I wanted an operation that 

provided greater service and a better oppor-

tunity to our customers than the special f -

nance dealers and their lenders could of er. 

I decided on a business model with an ACV 

in a $6,000 to $9,000 (average $7,200) range 

with full recon, including new tires. My ex-

perience from the high-line operation con-

f rmed of ering a long-term, quality service 

contract while having side loans available for 

maintenance and other repairs would have a 

positive ef ect on our portfolio.  

What do your customers want besides 

a great looking, brand new car that never 

breaks down, burns gas or has payments? 

They want the closest thing they can get 

to that with no money down. Our pro-

gram advertised flexible down payments. 

We worked with what the customer had 

available using a deferred down program. 

We had a set interest rate for all approved 

customers of 7.5 percent. We reported all 

loans to the credit bureau. All this and we 

had a very interesting mix of inventory the 

customers only saw on our lot. Our pro-

gram, combined with friendly and helpful 

customer service (including collections), 

allowed us to generate above 75 percent 

repeat and referral business over the last 

eight-year period. 

Ask yourself and others what you do (or 

don’t do) that drives customers to the spe-

cial f nance dealer down the street. What are 

your prospects seeing or hearing that makes 

them stop at your competitors before coming 

to you? Is it a great website? Is it the invento-

ry? Is it the way they are advertising? Or is it 

something your operation does or doesn’t do 

that your customers talk about? 

Does what you sell, the interest rate, lack 

of warranty or how you handle collections 

stop customers in 

your market from 

even consider-

ing your operation 

when they need a 

vehicle? Why not 

start now to change 

that perception? 

Figure out what the 

customers in your 

market want from 

their car dealer, 

whatever that may be, and let folks know you 

can provide it.

Gene Daughtry is an executive confer-

ence moderator, trainer and consultant spe-

cializing in BHPH/LHPH dealership oper-

ations for NCM Associates. Daughtry’s 22-

plus year retail automotive experience began 

in a franchise dealership working in sales. 

T rough diff erent operations he worked as 

a f nance director, sales manager, assistant 

general manager, general manager, and han-

dled a startup of a new BHPH operation. He 

can be reached at (800) 756-2620 or gdaugh-

try@ncm20.com. To learn more about NCM 

Associates, visit www.ncm20.com.
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