Marine Industry Certified Dealer Program

The profitability and long-term growth of each dealership, and of boating in general, ultimately depends on how well we satisfy the wants and needs of our customers.  To attain the goal of satisfied customers we each must offer a properly manufactured product, sold in a professional manner and supported efficiently by competent personnel.
In order to achieve the goal of satisfied customers throughout the boating industry, a set of standards is needed that will provide the basic necessities to achieve customer satisfaction. These standards are presented as the minimum requirements to be a Certified Dealer. When combined with the products of NMMA Certified Manufacturers, the boating industry will be able to offer our customers Certified Products from Certified Dealers. 

A Certified Dealer will have to operate at the minimum standards in four areas of their dealership. These requirements merely allow a Certified Dealer to meet and satisfy their customers’ needs. These standards are not suggestions or a future goal. All of following items are required in order to be approved as a Certified Dealer. The better dealers will usually exceed these minimums and, hence, achieve greater success. 

Area 1 – Customer Satisfaction / Employee Improvement

Satisfied customers ensure business growth and are the only way to increasing long-term profitability. To ensure customer satisfaction, a certified dealer must have access to a C.S.I. program (either within the dealership or through a manufacturer) which measures the dealers’ ability to take care of their customers’ needs in both the sales and service departments.  A certified dealer must also subscribe to the philosophies of operation outlined in the Marine Industry Consumer Bill of Rights, post the bill of rights prominently in their dealership and expect employees to follow the precepts when dealing with customers.

Realizing that it is the employee who will be responsible for increasing customer satisfaction, a Certified Dealer will help their employees do a better job through: 

A. Job descriptions for each position
B. Job training for every employee
C. Employee evaluations at least yearly
D. Professional appearance standards for every employee
Area 2 – Dealership Operations and Facility

A Certified Dealer not only needs to look like they are succeeding, they need to know that they are succeeding on a financial level. An annual budget of projected sales and expenses is a necessary guideline. A financial statement must be available within 30 days of the end of the month. Ownership should take the responsibility of improvement so seriously that they attend nationally recognized management courses at least three days a year. 

The dealership should reflect their financial strength by having: 

A. Over-all pleasing appearance
B. Well-maintained landscaping
C. Clearly marked boat and vehicle parking

D. Appropriate permanent signage

E. Professional looking sales area

F. Service areas that are clean, well-maintained and uncluttered

G. Easily identifiable employees

Area 3 – Sales Process

Boat sales and the related sales of accessories or service are the greatest opportunity to obtain profits when done correctly. If the sales process is performed poorly, it retards growth, restricts profits and contributes to the over-all industry problems. 

A Certified Dealer will prepare for a prospective customer by creating the proper environment that includes: 

A. Display areas that are attractive, well-organized and easily recognizable.

B. Adequate inventory to support customer requirements.
C. Boats and accessories that are displayed properly in a clean, orderly, and customer-accessible fashion.
A Certified Dealer will approach selling in an organized and professional manner. A sales process will be adhered to that includes: 

D. Sales personnel who are professional in appearance with a thorough knowledge of their products.
E. Ensuring that customers are greeted promptly and courteously. 

F. Salespeople that address all the needs and concerns of the customer in an honest, professional and non-manipulative manner. 

G. Providing customers with a thorough product orientation of every boat/motor purchased, including where practical, an on-the-water demonstration during the sales presentation or at the time of delivery.

H. Before delivery, preparing and inspecting the boat according to the manufacturer’s guidelines and the dealer’s own pre-delivery checklist. 

I. Ensuring that the customer receives a full and thorough explanation of the operation manuals, warranties and instructions for safe operation of their new boat. 

J. Having a formal follow-up process in place that contacts every buyer after retail delivery to ensure customer satisfaction and retention. 
Area 4 – Service Process
When a customer purchases a product from a Certified Dealer they should be able to rely on the dealer to be capable of solving any future service requirements that may develop. 

In order to operate properly, a Certified Dealer will need: 

A. Service facilities that are organized and well-maintained. 

B. A sufficient number of factory-trained technicians to handle the service needs of the dealership’s retail clientele. 

C. A process where the dealership will provide or actively arrange for service on the customer’s behalf, in a manner that results in a satisfied customer.
D. Technicians that are trained and factory certified on all products serviced by the dealer.

E. To ensure that the dealership has timely access to the parts, special tools, required test equipment, and service information necessary to complete work properly. 

F. Service department management that ensures work proceeds properly and is finished on time. This also requires that the customer be provided with accurate work quotations when requested and be informed about repair progress as often as necessary to ensure customer satisfaction. 

G. A formal follow-up process in place that contacts every service customer after work is completed to be sure that they are satisfied with the work performed. 

