
So Here's the Deal 

Selling to Affluent 
Customers 
An F&I pro from California is having trouble selling F&I protections to his affluent 
customer base. The magazine's F&I wiz has the answer. By Ron Reahard

T
his month's question comes 
from Jon in Hawthorne, Ca
lif., home of the Beach Boys. 

And that's the truth, so help me 
Rhonda. Now here's Jon's issue: 
"We have extremely affluent cus
tomers, and the biggest objection I 
get is them being able to offset the 
risk themselves versus relying on 
extended warranties, GAP or things 
of that nature. Do you have a strat
egy to overcome those objections?" 

Jon, affluent customers don't live 
paycheck to paycheck, so they can 
easily pay for that unexpected repair 
if and when it occurs. Hey, money 
may not buy happiness, but it defi
nitely makes life easier. When you 
have plenty of money, you don't have 
to worry about how you're going to 
pay your bills this month, or pay for 
unexpected car repairs or a deficien
cy balance if your car is totaled. 

So, yes, money can certainly help 
eliminate stress, but it doesn't elimi
nate risk. In fact, the more money 
you have, the more likely a thief is 
going to try to get his hands on some 
of that money. And what wealthy 
people really hate and are always 
worried about is being ripped off. 

Money doesn't prevent bad things 
from happening, but it does al
low people who have a lot of it to 
not waste their resources, energy 
or time worrying about something 
outside of their control. See, people 
with lots of money are willing to as
sume a certain level of risk because 
they can afford to, but they don't 
want to waste their time. And they 
certainly don't want to worry about 
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repairs or being ripped off. Focus
ing on those concerns is how you 
can sell your products to affluent 
customers. Here's how it's done: 

Customer: I'll take my chances. 
Besides, if it breaks down, I can af
ford to fix it. 

F&I manager: Well, I can cer

tainly understand why you would 
want to do that. Unlike some peo
ple, if this car breaks down, you 
can afford to fix it. And for the first 
three years, you don't have to worry 
about it anyway. It's under warranty, 
right? 

Customer: Right. 
F&I manager: So if you have 

a problem in the first three years, 
you call us or the nearest dealer to 
have your car towed in - no mat
ter where you're at. You'll get a 
replacement car while your car is 
being fixed, and you can tell them 
to simply call you when it's ready. 
You also don't have to worry about 
what went wrong, the cost to fix it, 
getting charged for six hours of di
agnostic time, getting overcharged 
for labor, or having parts put on that 
your car doesn't need. Just fix it, 
give me something to drive and call 
me when it's ready, right? 

Customer: Exactly. 
F&I Manager: Well, that's the 

best thing about having a vehicle 
service agreement: You can have 
that same feeling for seven years 
instead of three. You don't have to 
worry about what a repair is go
ing to cost. You also don't have to 
spend any time or energy worrying 
about whether or not those repairs 

were really necessary or if you were 
overcharged, because it doesn't 
matter whether that repair is $800 
or $3,800. And even though you can 
easily afford it, you still don't want 
to be taken advantage of, right? 

Customer: Right. 

Always try to ask a question that 
will elicit a "Yes" from the cus
tomer, because a positive response 
means you have the right to go for 
the close. 

Our next question comes from Jon 
in Marion, Ill., home of the South
ern Illinois Miners. Jon's concern 
is, "Recently, I've had a lot of cus
tomers tell me they only want me to 
send their deal to one or maybe two 
banks. Is it true that a customer's 
credit is negatively affected based 
on the number of banks I send his 
or her deal to?" 

You can watch my video response 
to Jon's question and others by go
ing to my So Here's the Deal blog 
at www.fi-magazine.com. And don't 
forget to submit your own video for 
a chance to get your question an
swered and a free pass to this year's 
Industry Summit (www.industry
summit.com). Until next month, re
member, it's a beautiful day to help 
a customer! Ill 
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your mobile phone to record a brief 
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www.hightail.com/u/REAHARD. 


