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Business Transactions
•  Buy-Sell Agreements
• DMV, BAR, and other governmental approvals
•	 Lender	flooring	and	capital	loan	agreements
•	 Entity	formation	and	structure
• Shareholder Agreements
•	 Manufacturer	approvals	and	relations
•	 NMV	non-profit	association	representation

Estate Planning 
•		 Succession	planning	for	businesses
•	 Trust	Agreements	including	lifetime	benefit	trusts
•	 Gift	and	Estate	Tax	planning

Tax
•		 Property	Tax	planning,	audits,	and	appeals
•	 Federal	estate	and	gift	tax	controversy	audits
•	 EDD	Audits

BUSINESS LAW | LITIGATION | ESTATE PLANNING | REAL ESTATE | TAX | EMPLOYMENT PRACTICES 
FERRUZZO	&	FERRUZZO,	LLP	|	A	Limited	Liability	Partnership,	including	Professional	Corporations 
3737	Birch	Street,	Suite	400,	Newport	Beach,	California	92660	|	PH:	(949)	608-6900	|	ferruzzo.com

Business Litigation
•		 Consumer	Legal	Remedies	Act	lawsuits
•	 Sales	and	Service	Agreements
•	 Disputes	before	the	CA	New	Motor	Vehicle	Board
•	 Consumer	claims	regarding	the	sale	of	automobiles
•	 Manufacturer	audit	disputes
•	 Hearings	before	the	AQMD,	RWQC	and	OSHA

Real Estate
•		 Dealership	site	acquisition	and	dispositions
• Lease agreements 
•	 Lender	Opinion	Letters

Employment Practices 
•		 Wage	and	hour	class	action	lawsuits
•	 Private	Attorneys	General	Act	(PAGA)	claims
•	 Arbitration	Agreements
•	 Employer	Handbooks	and	Employer	Compliance		
	 Procedures

Ferruzzo & Ferruzzo, LLP began	providing	legal	representation	to	new	car	and	truck	
dealers	over	four	decades	ago.	Over	the	course	of	that	time,	one	of	the	central	goals	
of	the	firm	has	been	to	remain	rooted	in	our	client	relationships.	With	the	strength	of	
over	25	attorneys,	we	provide	a	spectrum	of	legal	services	to	support	every	aspect 
of	running	and	owning	your	new	car	and/or	truck	dealership.	We	have	practice	
groups	in	each	area	of	the	law	that	service	the	needs	of	you	and	your	dealership.

http://ferruzzo.com/


Anticipate every turn
In an industry that’s always evolving, your dealership can rely on our Dealer Financial 

Services team’s 90 years of experience to see what’s around the corner, forward-thinking 

insights to prepare you, and technology to keep you ahead of the curve.

What would you like the power to do?® 

Bob Ludwig, robert.ludwig@bofa.com

business.bofa.com/dealer
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SAVE AN AVERAGE OF $6,500 
MONTHLY / PER LOCATION!
EVERYTHING YOU NEED, NOTHING YOU DON’T.

SCAN THE QR CODE AND 
SCHEDULE  YOUR DEMO TODAY!

DominionDMS.com
(866) 928-3210

1515 South Federal Highway, Suite 406
Boca Raton, FL 33432, USA

SCHEDULE YOUR DEMO

SECURITY

FLEXIBILITY

SAVINGS
• $0 Core Monthly Support
• $0 Conversion and Training
• Unlimited Users

• Encrypted Integration to Any Application
• Continuous Software Enhancements
• Robust Suite of Core Features

• Easy to Learn / Simple to Use
• Access from Any Web Connection
• Choose the Apps You Want

The new pricing structure, including an unheard-of $0 initial and monthly fee 
for VUE Core DMS, is unique in our industry. With the many challenges they  
face, we want to give dealers freedom and flexibility to create the custom  
software solution their business needs.

Sharon Kitzman | President of Dominion DMS

https://www.dominiondms.com/?utm_campaign=Ncda%20Mag%20ad&utm_source=NCDA%20Mag%20Ad
https://www.dominiondms.com/


Jon Taffer
Business Expert and Executive 

Producer of Bar Rescue

Danica Patrick
Former Racecar Driver, Author, Broadcaster,

Podcast Host and Entrepreneur

Kurt Warner
Hall of Fame Quarterback 

and Philanthropist

500+ EXHIBITORS

90+ WORKSHOPS

NEW SCHEDULE!

MEET OUR MAIN STAGE SPEAKERS

N A D A S H O W . O R G

REGISTER 
TODAY!

A NIGHT UNDER THE SPHERE

THURSDAY, FEBRUARY 1  7–10PM

JOIN US FOR THE NADA SHOW 2024 
WELCOME RECEPTION

FEATUR ING  POSTCARD  FROM EARTH

https://www.nada.org/nada-show


Dear Dealer Members,

With this issue of the San Diego Dealer 
magazine, we pay tribute to the “Dean of 
Dealers” as we wish Dean Manfield well in 
his retirement after 34 years at the helm 
of the New Car Dealers Association San 
Diego County. 

Dean arrived in San Diego from Montana in 
1989 to an association that was in need of 
a transformation, and through his innovative 
ideas and steadfast leadership, as well as 
the support from many iconic San Diego 
franchised new car dealers, today’s NCDA 
is one of the most respected metro dealer 
associations in the country.  

From innovative PR programs like Image 
’95 and the formation of the California 

Letter from the 
President

Scott Webb, NCDA President

Sales Training Academy to creating a state-of-the-art facility and developing the San Diego 
International Auto Show into one of the most successful auto shows in the country, Dean has 
left his indelible mark here in San Diego. 

I’ve had the great fortune to work alongside Dean for nearly a decade, and I’ve benefitted 
greatly from his 30+ years of valuable experience and thoughtful guidance. I am also humbled 
by his support for my transition into the role of president of this great organization. As I’ve 
mentioned to some of you, Dean has taught me just about everything I know about managing a 
dealer association, but certainly not everything he knows. 

Here at the NCDA, we’re still coming to grips with the idea that Dean won’t be coming into 
the office any longer. However, his lasting influence and legacy will continue to guide us into the 
future. Enjoy your retirement, Dean; you’ve certainly earned it! 

Best regards,

Scott

Donald Slater, CPA 
Automotive Services Partner 
donald.slater@lslcpas.com 

Adam Odom, CPA 
Automotive Services Partner 
adam.odom@lslcpas.com 

David Myers, CPA 
Automotive Tax Partner 
dave.myers@lslcpas.com 

https://lslcpas.com/
mailto:donald.slater@lslcpas.com
mailto:adam.odom@lslcpas.com
mailto:dave.myers@lsl.cpas.com


Y
ou walk into the shop early in the morning and see a 
mega oil spill. Material loss and cleanup can cost a big 
bundle, not to mention the shop shutdown time while the 
cleanup crew vacuums the shop floor, slurries the lot and 
undertakes the cleanup of the storm sewer. Regulators 

are breathing down your neck, threatening civil and criminal penalties.  

What Happened?
The leak source may be attributed to equipment failure as follows:

• Metering Pump Failed: In one case, the metering pump 
controlled by the parts department to regulate the dispensing of 
oil failed, creating a backpressure that emptied out the entire oil 
tank on the shop floor and then into the storm sewer. 

• Dispenser Came Off the Hose: The new dispenser and hoses 
installed did not have a tight fit and, on a weekend, the dispenser 
unit came off. This resulted in the oil tank emptying out, even 
though the compressor had been shut off. The oil spill damaged 
the lot and entered the storm sewer, resulting in extensive cleanup 
and regulatory activity. 

• Pipe Leak: The pipes carrying the oil from the oil tanks to 
the shop burst, resulting in an oil spill. Even though no oil was 
discharged to the storm sewer, there was significant product loss 
and cleanup activity, not to mention productivity loss, as the shop 
had to be shut down for a few days. 

In each case where oil was spilled into the storm sewer, extensive 
regulatory enforcement activity followed. Clean up of the entire lot 
and service department had to be undertaken as well, along with the 
clean-up performed on the entire storm sewer system impacted by 
the oil spill. The price tag in each of the cases was tens of thousands of 
dollars. The Spill Prevention Control and Countermeasure (SPCC) Plan 
prepared by the dealership was also summoned by the Federal EPA and 
the dealership underwent rigorous questioning.

Civil: Preventive Measures Involve Building Physical 
Barriers to Prevent and Catch Oil Spills

1. Build a Concrete Wall: The wall around the tank will contain 
an accidental leak from failure of fittings or a leak from the tanks. 
Many times, tanks are double-walled, the interstitial space must be 
monitored for leaks and an inspection log kept. When tanks are 
in a tank room, a berm at the entrance can be built to contain a 
spill from a leaking fitting or a burst hose. A dealer in the bay area 
insists on the berm at each of his 16 stores.

2. Bollards: Tanks are generally kept in tank rooms specifically 
built for the purpose. Auto manufacturers have come up with 

specialized lube oil, the storage of which is now in tanks in the 
shop area and exposed to traffic. Install steel bollards to protect 
the tanks from accidental impact. 

3. Secondary Containment: Generally, secondary containment 
for all containers greater than 55 gallons is necessary. Appropriate 
containment can be purchased and placed for effective 
containment. 

Mechanical: Float Devices and Overflow Alarms
1. Mechanical Gauge: Each of the tanks should be provided with 

a gauge indicating the level of fluid in the tanks. A matrix provided 
by the tank and gauge manufacturer and placed on the tank can 
translate the level of oil in the tank to actual gallons in the tank. 
Once tank storage is determined and tank capacity is known, 
the delivery company can determine the gallons to be delivered. 
Dipsticks may not always be provided and may be difficult to reach 
for large storage tanks, so this is an effective way to prevent spills.  

2. Tank Level Monitors: Electronic tank level monitors track new 
product supply or used oil levels and wirelessly transmit tank level 
information to the manager’s desktop. The desktop allows for 
easy viewing and management of tank levels without labor costs. 
Data related to tank levels may be automatically emailed to oil 
distributors and used oil recyclers for action. Greater inventory 
management allows for efficient expensing and accounting as well. 

3. Overflow Alarms: The used oil and used coolant tanks may have 
remote filling and, as such, are not visible to the technician unloading 
used oil through a diaphragm pump. Without an overflow alarm, 
tanks at remote locations can continue to overflow and create 
spills. Overflow alarm panels at the fill station should be equipped 
with a visual and audible alarm. The alarm should also shut off the 
compressed air to the pump and hence prevent any transfer to the 
tank once the tank reaches capacity. Alarms should be checked for 
proper operability on an annual basis. 

Electrical Devices: A $500 Valve/Timer Device 
on Your New Oil/Automatic Transmission Fluid 
(ATF) Tanks
The remedial measures to avoid such disasters are straightforward, easy 
and inexpensive to install compared to the potential for an expensive 
and troublesome spill.

1. A $500 Solenoid Valve with a Timer Will Shut Off Air to 
Dispensers During Non-Shop Hours: Place a solenoid valve 
with a timer in the air line to the oil tank dispensers. With the help 
of a preset timer, the valve will automatically shut off air to the 

By Sam Celly, BChE MChE, JD CSP, Celly Services, Inc.

Oil Spill 
Prevention and 

Mitigation
Civil, Mechanical and 
Electrical Engineering 
Solutions; Human Ones Too
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dispenser pump during non-shop hours, thereby preventing any 
spills. Leaks or spills in the shop area during shop hours are not an 
issue as they are detected immediately and addressed by the shop 
staff in a timely manner. Compressed air required by the detail 
staff or others will still be available even though air is not available 
to the dispenser pumps. 

2. Training Employees to Shut Down Air to Dispensers 
by Hand Valve is Not Effective: A hand-operated valve 
would do the same job as shutting the air with a solenoid valve, 
as discussed above. However, it is prone to human error. Shop 
porters or other shop staff will have to be trained and routinely 
reminded to ensure that they are carrying out the job of shutting 
off the air during non-shop hours. A shop porter trained to shut 
off valves can be on vacation, call in sick or simply be terminated, 
resulting in the discontinuation of the air shut-off procedure. An 
automatic valve with an in-line timer, as discussed above, does not 
have human limitations. The mechanical device must be tested for 
proper operation and serviced on a periodic basis. 

3. Compressors on the Timer: Some dealerships have 
compressors with a timer to shut them down at the end of the 
work shift. However, there is enough air in the air-storage tank 
to empty the oil tank of hundreds of gallons when a leak occurs 
downstream in the hoses, dispenser or metering pump, even after 
the electrical supply to the compressor motor has been shut off. 
So, this procedure is of limited use in preventing spills. To prevent 
corrosion of the air tank, many companies have an employee 
drain the air tank daily. This procedure faces the same limitations 
discussed in the item above. 

Note: The devices and procedures discussed above may not be 
required by law or by local regulators. However, they are good 
engineering practices that, when implemented, minimize the possibility 
of a hazmat leak or a spill at your facility, thereby minimizing disruption 
to operations. Clean-up expenses and regulatory burden are 
also reduced.

Scan the QR code to read about recent EPA 
enforcement settlements.  

https://www.epa.gov/newsreleases/epa-settles-
two-watsonville-calif-companies-claims-
chemical-safety-violations 

 

The article is for informational purposes only and is not to be considered 
legal advice. Employers must consult their lawyer for legal matters and 
EPA/OSHA consultants for matters related to environmental, health 
and safety. 

The article was authored by Sam Celly of Celly Services, Inc. who has been 
helping automobile dealers in Arizona, California, Hawaii, Idaho, Nevada, 
New Mexico, New York, Texas and Virginia comply with EPA and OSHA 
regulations for over 35 years. To learn more, please email Sam at  
sam@cellyservices.com. 
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• Labor Relations
• Employee handbooks
• Employment Law Counseling

and Litigation
• HR Policies and procedures
• Independent contractor issues

• OSHA Compliance and defense

• Purchasing or selling a dealership

• Staffing and contingent workers

• Workers’ Compensation

• Wage and hour law

A driving force in labor and
employment law for more
than 70 years.
Fisher Phillips brings valuable legal counsel to NCDA 
members. Our labor and employment law firm offers auto 
dealerships the following services:

fisherphillips.com 
4747 Executive Drive  |  Suite 1000  |  San Diego, CA 92121

https://www.epa.gov/newsreleases/epa-settles-two-watsonville-calif-companies-claims-chemical-safety-violations
https://www.fisherphillips.com/en/index.html
https://www.epa.gov/newsreleases/epa-settles-two-watsonville-calif-companies-claims-chemical-safety-violations
https://www.epa.gov/newsreleases/epa-settles-two-watsonville-calif-companies-claims-chemical-safety-violations
https://www.epa.gov/newsreleases/epa-settles-two-watsonville-calif-companies-claims-chemical-safety-violations
mailto:sam@cellyservices.com
https://ncda.com/


SAVE THE DATE
NCDA Golf Tournament
+
Annual Meeting & Luncheon

Monday, May 13, 2024 
Maderas Golf Club
17750 Old Coach Road
Poway, CA 92064
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Avoiding litigation when it’s possible. Protecting you when it isn’t.

• Labor & Employment

• Regulatory & Licensing

• Complex Litigation
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• Mergers & Acquisitions

AV® and AV Preeminent® are Certification Marks used under license in accordance with the Martindale-Hubbell® certification procedures, standards and policies.

cncda-ad_v2.indd   1cncda-ad_v2.indd   1 9/14/23   9:38 AM9/14/23   9:38 AM

https://scalirasmussen.com/


Buy-Sell: Identifying Unique 
Considerations When One 
Party Is a Foreign Entity
By Alysha Webb, Editor, Scali Rassmussen, Getting to Go!  

I
n recent years, the U.S. auto retail sector has seen a growing 
number of foreign firms and individuals seeking to acquire 
dealerships here. Meanwhile, U.S. dealership groups are also 
starting to look across the border for acquisitions. In 2022, 
firms from Mexico, Canada, Vietnam and Finland, among 

others, were involved in several California dealership acquisition and 
establishment transactions. 

A dealership buy-sell transaction is remarkably complicated, involving 
legal, accounting, environmental, regulatory and many other layers. 
Having an attorney who can handle due diligence as well as licensing 
and permitting can resolve unique issues that some regulatory bodies 
may be encountering for the first time. Those skills allow the firm to 
provide superior customer service as well.

But, it’s not enough to be experts in the U.S. distribution system. There 
are many intricacies of doing a deal where one party is not based in the 
U.S. A knowledge of the non-U.S. parties’ distribution systems is key. 
That allows acquisition experts to clearly explain the differences in both 
foreign and U.S. distribution systems.

For example, foreign clients may want to tell investors that they will 
be up and running very quickly. However, that requires an extremely 
problem-free transaction process. The U.S. franchise system can be 
very difficult for a foreign buyer to navigate, especially if the potential 
non-U.S. buyer is private equity or a family office. It helps if the investor 
has a prior relationship with the auto manufacturer, who must approve 
the transaction.

Chris Scali, founder and managing partner at Scali Rasmussen, PC, and 
an expert in this field, said, “We find most of our foreign clients already 
have dealerships in other parts of the world, and they are used to a 
certain way of doing business.” He continued, “It is very different than 
the way we do business here in the automotive sector. It is kind of an 
education for them, and I’ve noticed they appreciate that we have that 
knowledge and can explain the difference.” 

Having a local point of contact is important for any foreign entity 
looking to acquire automotive assets in the U.S. Most U.S. regulatory 
agencies want to work with an individual here who is at least nominally 

in charge, and they want that person to have a U.S. driver’s license and 
a social security number. Many foreign clients don’t have that person, 
and it can really slow down the process. 

Additionally, many foreign firms already have dealerships in other parts 
of the world and they are used to doing business a certain way, which 
is very different than the way business is conducted in the U.S. The 
process of buy-sell can be complicated and they most often need to be 
educated on the differences — specifically in California. 

“If you don’t do it right from the beginning,” says Bert Rasmussen, a 
franchised specialist under California law with Scali Rasmussen, “there 
is so much risk that the deadline will not be met. And then everybody 
gets disappointed, and sometimes bad things happen like an investor 
decides he has had enough.”

Today, business model convergence is driving more cross-border 
activity. Companies in Mexico and Canada have been actively acquiring 
auto franchises here, but that wasn’t always the case. NAFTA has 
undoubtedly helped drive this activity, but the primary driving factor 
is more in terms of the relationship kind of approach. Changes in the 
European system have some foreign entities looking here as well. 

The proliferation of electric vehicle companies is also driving a lot 
of international automotive work. Some foreign EV makers are not 
looking to open dealerships. Instead, they are following Tesla and going 
with a storefront approach. That and the lack of an internal combustion 
engine — and the accompanying layers of approvals needed from 
the U.S. Environmental Protection Agency and, if they are selling in 
California, the Air Resources Board — makes market entry much 
smoother. There are virtually limitless opportunities to grow.  

Chris Scali and Bert Rasmussen are experts in buy-sell, working with 
international investors looking to enter the U.S. and have developed a 
network to help U.S. entities invest overseas. 

Scali Rasmussen has local business legal counsel throughout California to 
address your employment, cybersecurity, regulatory compliance, franchise, 
acquisitions, real estate needs and more. Please visit scalirasmussen.com 
to learn more.  
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Get compliant. 
Protect your 
bottom line.

We make it simple for dealerships to navigate compliance

With a combined 95 years of environmental health and safety compliance experience in 
automotive operations across the country, our Certified Safety Professionals (CSP) can help 
you reduce risk and increase profits.

Permits and registrations — BAR, EPA, DIR
Specialized employee training upon request 
from your dealership

Online training program (elearning)

Environmental Protection Agency compliance  
and environmental risk management

DOT hazmat shipping certification

Workplace health and safety compliance Environmental health and safety training

Why choose us? Training

We’ll help find a solution that works for you

LET’S TALK!

w w w . c e l l y s e r v i c e s . c o m

562.704.4000

https://cellyservices.com/


EPA, OSHA and Worker’s Comp Compliance
Seminar Recap
Presented by NCDA and Celly Services

I
n late September, the NCDA hosted a Celly 
Services seminar to provide dealer members 
with valuable training about EPA, OSHA and 
Worker’s Comp Compliance requirements. 
Attended by general managers, fixed ops 

managers and service directors, topics covered in this 
informative and interactive seminar included: 

• In-person Training vs. Hands-on Training: 
This included forklift training (theoretical and 
practical), lockout/tagout and respiratory 
protection.

• SB 158 and Hazardous Waste: Covered 
Hazardous Waste Cost Recovery per SB 158 (CA 
Generation and Handling Fee).

• Cost Recovery for Hazardous Waste 
Expenses: The BAR says you can’t make a profit, 
we discussed how a hazardous waste fee should 
be calculated and placed on your RO and invoice.

• Cal OSHA Injury Log: Discussions on 
understanding recordable vs. reportable incidents, 
the three forms you need to complete, and when 
and how long to maintain records.

• OSHA Inspection: Covered what triggers an 
OSHA inspection and how to minimize the scope 
of an OSHA inspection, as well as citations and 
the appeals process.

• Worker’s Comp Rate: Including how it is 
calculated and why high ex-mod can hurt you. 
And fighting the three F’s — frivolous, fraudulent 
and fictitious claims.

• Foot Protection Requirements: Reviewed 
protections required from electrical hazards, 
falling objects, crushing or penetrating actions 
and abnormally wet conditions (ASTM F 2412-05 
and F 2413-05). Shoe policy and enforcement, 
and who pays?

• Eye Injury Prevention Requirements: 
Discussed when eye protection is required, what 
types are there, if eyeglasses count and what 
employees who wear glasses can do.

• Certified Unified Program Agency 
(CUPA): Covered the most common violations 
related to annual CUPA inspections.

• First Aid Kits: This included discussions on the 
ANSI updated list of minimum requirements for 
Class A and Class B kits, new items required, how 
many are necessary and how to store them.

• Refrigerant Recycling: Discussed which 
employees need section 609 certification, records 
keeping, as well as EPA auditing and penalties.

• Electronic Verification Questionnaire: 
Reviewed the importance of annual submittal to 
prevent deactivation of EPA ID numbers.

• Injury and Illness Prevention Program 
(IIPP): Reviewed the eight elements of the 
written IIPP, which is required for any company 
that has 10 or more employees

• Hazard Communication Program (HCP): 
Reviewed the five basic elements of the HCP, 
which is required for employers whose employees 
work with hazardous chemicals.

• Heat Illness Prevention Program (HIPP): 
Reviewed the HIPP that is required for employers 
whose employees work in a hot environment.

• Personal Protective Equipment (PPE): 
Reviewed the PPE, when it’s required, who should 
wear it, who should pay for it and how it should 
be stored.

• Emergency Response Plan: Reviewed 
emergency response plans that are required 
for any company that has 10 or more 
employees.  
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San Diego 
DRIVES 

to Focus 
on Dealer 
Inventory 

Listings

S
an Diego DRIVES is shifting its strategy to focus on 
new- and pre-owned vehicle inventory listings to 
better serve San Diego County’s franchised new 
car dealers. As a result, the site will no longer host 
auctions for dealers to purchase used cars from 

consumers. 

San Diego DRIVES remains committed to providing a free 
platform for you that showcases your inventory and increases 
visibility to potential car buyers in Southern California. As 
always, listing your inventory on sandiegodrives.com gives you 
increased exposure in the marketplace and is a key benefit of 
being an NCDA member. 

Since January 2023, the San Diego DRIVES website has 
attracted more than 2.9 million unique visitors. The 
platform has also delivered more than 8.6 million dealership 

impressions and more than 164 million vehicle impressions to 
participating dealers.

Over the past year, San Diego DRIVES has also offered select 
sponsorship opportunities to enhance dealer visibility on the 
site. To increase dealership visibility even more, San Diego 
DRIVES recently introduced a dedicated San Diego DRIVES 
section in the daily San Diego Union-Tribune eNewspaper that 
gives dealers the opportunity to showcase a weekly curated 
inventory feed, reaching over 60,000 weekly digital subscribers 
in San Diego.

Both the NCDA and San Diego DRIVES are excited about 
these new opportunities, and San Diego DRIVES remains 
committed to working together with dealers to grow your 
sales. If you have any questions or would like more information, 
please reach out to Tammy Chung or Rowena Yandall at 
drives@sduniontribune.com or call (619) 674-7652.  

NCDA.COM     15    

https://sandiegodrives.com/
mailto:drives@sduniontribune.com
https://ncda.com/


D
elivering a superior service experience is the goal of every 
business. To achieve this goal, dealers must build a service 
experience that is both efficient and friendly. Achieving 
this balance can be difficult, but with the help of some 
fantastic technology, it’s not impossible. In this article, we 

will explore the steps necessary to create a consumer-friendly service 
experience that is also efficient.

The Check-in Process
The check-in process is a crucial part of the overall customer service 
experience. It sets the tone for the entire service experience. As 
such, it is essential to get it right to deliver a truly consumer-friendly 
experience. By looking at other industries with check-in processes, we 
can learn from their operations and apply them to our own.

My veterinarian reminds me of my appointment more frequently 
and in a fun and friendly way (think texts with dog emojis) than the 
appointments I have booked online for my car. The emojis might seem 
childish, but it makes me smile when I see the text, and I open the text 
to read the whole reminder. My dealership could do better with the 
appointment reminder process or the linkage between what I have 
already filled out online and the questions I am re-asked when I get 
into the service lane. This level of accessible customer service keeps 
me coming back.

Similarly, the automotive industry could take a cue from the airlines 
and ensure they check in customers as quickly as possible.

I know what you are thinking. Really, the airline industry? But take 
yourself back 10 years before the kiosks and bag drop, when everyone 
waited for a live person to help them. I remember my first kiosk 
experience with Delta, thinking, “This is never going to stick,” but now 
it is the rule, not the exception. The airlines invested in consumer 
apps to smooth processes and satisfy the desire for self-service. They 
also changed their operations, funneling the travelers to the kiosks the 
minute they walked in the door with a greeter.

The key is providing an excellent check-in process, where your 
consumer can self-service the things that make sense, and your 
advisors use the data supplied by that consumer to check in quickly 
and efficiently. Waiting and standing in line is rarely an enjoyable 
experience and not one that consumers want to repeat. However, by 
providing a simple, efficient and friendly check-in process, you can start 
your service experience on a positive note.

The Waiting Area
One of the essential parts of creating a consumer-friendly service 
experience is ensuring your waiting area is as inviting and efficient 
as possible. There are consulting companies that do this full-time 

for the medical industry. For example, having a quiet, safe and clean 
environment is essential. Even something as simple as comfortable 
chairs, bottled water and snacks can make a world of difference. 
Complimentary Wi-Fi is always appreciated to allow your customers 
to stay connected with their busy lives. 

Additionally, providing timely information about what is going on with 
their vehicle and pushing video content to the consumer’s device can 
keep them in the waiting area and not coming back to the drive to 
ask additional questions. Consider giving customers the option to 
upgrade additional repairs while they wait. A big plate glass window for 
added transparency will reassure the customer about the work being 
completed on their vehicle, avoiding questions regarding the services.

Having a comfortable and productive waiting area will help ensure 
customers have a friendly automotive service experience.

Overcommunicate
Clear communication with consumers is critical to providing a friendly 
service experience. Technology can be used to streamline the process, 
as well as provide transparency throughout the duration of the service. 
A communication system that keeps customers informed throughout 
the process should be a priority.

From the time of check-in, customers should be given an estimate 
that makes them aware of the approximate time and cost of their 
services. The estimate should list all the suggested services and the 
rough cost for completing each service. Upon the customer’s review 
and agreement, the customer will sign the document, ensuring there 
are no surprises once everything has been completed. Prices should 
never be a surprise, so communicating with the customer is vital for 
transparency.

Plenty of research shows most consumers prefer text as the best 
way to reach them because it allows for concise yet detailed updates 
that won’t take too much of the consumer’s time. Through the use 
of text updates, customers will have the ability to stay on top of their 
service and make any necessary changes that they may require. I have 
witnessed certain regionally based demographic tendencies — think 
South Florida — where text is not always best. You know your 
client base!

Transparency is also crucial to providing a consumer-friendly service 
experience. It is essential to allow customers to view updates to their 
service or inform them of any changes that could impact the service’s 
completion. Good news can be delivered autonomously, as it won’t 
require any action from the customer. Bad news should always be 
delivered in person so that the customer can fully understand and 
respond to the issue.

How to Build a Consumer-Friendly 
Service Experience That Is Efficient
By Sharon Kitzman, Dominion DMS
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The Check-in Process

The Waiting Area

Finish Strong

Overcommunicate

Finish Strong
Completing the service experience in a consumer-friendly way is just 
as important as the beginning of the process. Ensure that the bill does 
not surprise the consumer and take payment their way. Offer payment 
options such as online, in an app, through SMS or at the cashier station. 
Use technology to allow the technician to show and tell what repairs 
were made to the vehicle and ensure the consumer knows what was 
done and why it was necessary. The client that brought the car in for 
service may have a partner, not with them, who wants to understand 
what repairs were made. Lastly, follow up with the consumer one to 
two days after completing the service to ensure there are no lingering 
concerns. Following these steps will ensure consumers have a friendly 
and satisfactory service experience.  

Sharon Kitzman leads the launch and long-
term growth of Dominion DMS. Previously, she 
managed the strategic direction and product 
development for Reynolds & Reynolds and 
Dealertrack. Her experience spans every area 
of dealership software development, including 
sales, marketing, product lifecycle management, 
process re-engineering, OEM management, 
professional services and customer services.

Kitzman is a recognized leader in the automotive industry for her expertise 
in DMS technology. She received numerous accolades for her leadership, 
including Automotive News Top 100 Leading Women 2015 and 2020, 
Auto Remarketing Women in Retail 2021, and AutoSuccess Women at 
the Wheel 2021. She has a Bachelor of Business Administration from 
Ohio State University.

Listen to our VUE Points podcast to 
stay up to date with news and current 

events related to the automotive 
software and retail industry. 

https://www.dominiondms.com/podcasts/
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A
fter 34 years of serving as 
the President of the New 
Car Dealers Association of 
San Diego (NCDA), Dean 
Mansfield is retiring. The 

“Dean of Dealers,” as he was called in a San 
Diego Union-Tribune article announcing his 
appointment, leaves behind a lasting legacy of 
accomplishments and excellence. 

For years, the NCDA staff has been trying 
to get Dean to agree to be featured in the 
San Diego Dealer magazine. First, when Dean 
reached the 20-year mark, Dean declined. The 
same thing happened at the 25-year mark. 
Once again, Dean refused and, in his own 
words, humbly stated, “I will not be featured 
until after I’m gone. What I’ve done at the 
association has never been about me; it’s 
always been about our dealers.”

Dean began his career in 1978 at the Montana 
Automobile Dealers Association. As a native 
of the Big Sky state, Dean was happy serving 
dealers in his home state and had no plans 
for change. “I grew up in Montana, I went 
to high school and college there and all of 
my family lives there,” Dean said. But then, a 
unique opportunity presented itself. One of 
Dean’s friends and colleagues from Orange 
County passed Dean’s name along to Doug 
Fuller. NCDA had been without a leader for 

three or four months and needed to hire a 
replacement. Dean went to San Diego and 
interviewed for the position. “I came here, and 
they offered me the job before I left town,” 
Dean recalled. “It was a good move for me.” 

When Dean first came to San Diego, the 
NCDA offices were located in a little two-
room office in Mission Valley; there were two 
employees, and Dean made three. Purchasing 
a new, more accommodating building was 
a priority. After searching for months and 
months, the decision was made to purchase 
the 25,000-square-foot building where NCDA 
is still located today. The building has six large 
meeting rooms that are available to all the 
dealer members. “We’ve always got someone 
meeting here in the building,” said Dean. 
He has also overseen two remodels of the 
building. 

Looking back over the years spent at NCDA, 
Dean learned that “Association management is 
crisis management. There’s always something 
happening in this industry — whether it’s 
legislative issues, manufacturer issues or image 
issues — there are a lot of different things that 
you have to do. And it’s not always easy to get 
everybody on the same page.” He continued, 
“When I first came here, the association was 
somewhere around $60,000 in debt. And five 
years later, we paid the $1.5 million for our 
new building.” 

“San Diego dealers have always been a really 
good group that works together. They don’t 
feud; they are, however, fiercely competitive,” 
Dean said with a smile. “I think the association 
has helped foster the comradery with all it is 
involved in.” At one point, Dean suggested to 
the NCDA board to decrease the number of 
meetings they held. The board said, “No, we 
want to meet, and we want it to be monthly.” 
From Dean’s perspective, it’s very unique that 
an association board will meet monthly, “It’s 

just almost unheard of. But they love doing it, 
and that’s been fine with me.” 

At one point, one of the NCDA dealer 
members made Dean aware that the 
association and its dealers had an image 
problem. Dean and the NCDA board of 
directors pitched in and got to work to 
create what became known as the Image 
95 campaign. Over a relatively short period 
of time, a great working relationship was 
developed with the local media. “It’s a major 
accomplishment. I don’t take full credit 
for this, but from the association point 
standpoint, we have a very unique partnership 
with the media.”

One of the things that Dean brought to the 
association was the California Sales Training 
Academy (CSTA). This four-day class is a 
detailed beginner’s course in the basics of 
selling and delves into elevating the profession 
by ensuring that those who attend learn about 
products and are taught the basics of ethical 
behavior and excellent customer service. 
“We started that 32 years ago. We trained 
salespeople for dealerships, and some of the 
people who have been through the class are 
now general managers at dealerships,” said 
Dean. Dealer members pay a minimal fee for 
this training and can send anyone — they are 
Academy Partners. The classes are free to 
the public. 

The media is a great partner in the CSTA 
class as well. They help by running PSAs about 
the class to the community and bringing 
in new people; then the association assists 
attendees in finding a job with an Academy 
Partner. “We’ve trained thousands of people 
to be salespeople and dealers. It’s a program 
that we set up, and it took us a long time to 
get it done. It has been in operation — even 
through COVID. We did all the classes online 

The Dean of Dealers
Dean Mansfield Retires  

After 34 Years
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instead of in person. Our classes are back to in-person again in the training 
room here at our offices,” Dean stated. 

In 2015 Dean served as chairman of the Automotive Trade Association 
Executives (ATAE), an organization that represents the executives of more 
than 100 state and metropolitan franchised new car dealer associations in 
the U.S. and Canada. His term as chairman commenced during a markedly 
tumultuous time in ATAE history, both in terms of OEM relationships 
and state franchise laws. He led a working group of ATAEs and Alliance 
members (OEM GR types) in a strategic initiatives project that yielded 
real fruit, including a framework for a shared “early warning system” on 
state franchise law and other dealer issues.  ATAE still refers to it today on 
certain issues.

Another accomplishment that can be attributed to Dean’s leadership is the 
success of the San Diego International Auto Show. “The show was going 
before I came here and held in a very small civic center downtown. We 
were able to move it to a new convention center, which helped us greatly,” 
Dean stated. “Then, around 2006, we brought the entire production of 
the show in-house. The dealers and the manufacturers all came together 
and united the association even more.” The San Diego Auto Show grew 
to become the second-largest auto show in California and the highest-
attended consumer show at the San Diego Convention Center. 

Dean’s strong, steady leadership style has brought the 
association up to where it is today. After 45 years in this 
industry, Dean looks forward to what retirement will 
bring. As Scott Webb starts his new position as the new 
president of the NCDA, Dean says, “He’ll do a great job. I 
recommended him for the job. He’s been one of the best 
employees we’ve ever had. He’s dedicated — he’s the first 
one here in the morning and is the last one to leave.” Of 
note, Scott is the fourth of Dean’s employees who later 
took over leadership of a dealer association. Over the years, 
associations in Long Beach, San Jose and Philadelphia have 
also benefited from leadership mentored by Dean. 

Thank you for your years of service, Dean. Happy 
retirement!   

Representing 
the San Diego 
County Board 
of Supervisors, 
Supervisor Joel 
Anderson visited 
the NCDA 
to deliver a 
Proclamation 
plaque to Dean 
Mansfield 
commemorating 

his many years of service and achievements, as well 
as declaring October 31, 2023, “Dean Mansfield 
Day” throughout San Diego County.

Dean 
Mansfield Day

NCDA.COM     19    

https://ncda.com/


Tributes for Dean Mansfield 

“It seems like just yesterday that we sat around 
the table interviewing the person who would 
lead the troops. We were right on with the 
hiring of Dean. He immediately took charge and, 
through hard work and innovative ideas, turned 
our almost broke association into a financially 
stable organization that was in a position to serve 
its members and the community. With Dean’s 
guidance, the San Diego NCDA is a model for 
associations throughout the states.” 
 
Dave Ezratty 
Past NCDA President

“What can you say about an individual that came 
into the original Motor Car Dealer Association 
that was struggling and lacked the revenue, and 
brought the guidance and leadership that was 
needed to take the association to the next level. 
I remember Dean flew in from Montana for 
his interview, left weather in the 30-40 degrees 
and came into Lindbergh field on a Chamber 
of Commerce day! Dean told me that he said 
to himself, I need to come here! After a day of 
interviews with many of the dealers you would 
recognize, Stephen Cushman, Roger Sather, John 
Hine, Doug Fuller and many others who were 
looking for the individual who could turn things 
around and make a difference — Dean was this 
individual. He took the bull by the horns and 
created revenue sources through the Auto Show 
that was originally started in the Community 
Concourse in downtown San Diego and eventually 
relocated San Diego Convention Center. Dean 
created strong relationships with our public 
and government officials here in San Diego, 
Sacramento and Washington, D.C., including state 
and federal associations, all for the betterment of 
our industry and local community. He has been 
a pillar in this area and has made the NCDA the 
association others want to replicate. 
 
Dean, thanks for all that you’ve done; you’ll be 
deeply missed but never forgotten. 
 
All the best in your retirement!” 
 
Gary Fenelli 
Past NCDA President 

“Dean has been a rock-solid, steady hand 
at the helm of the SDMCDA for many 
years, He has represented us well in the 
local and state political arenas. He has 
guided us through several rocky periods 
that could have been catastrophic for our 
businesses. He positioned our association 
well to survive the pandemic. And he is 
leaving us on a solid financial footing. I 
wish Dean the best for a long, healthy 
and well-deserved retirement. Bravo!” 
 
Bill Hoehn 
President 
Hoehn Motors

“Dean has been a fixture in the San 
Diego Auto scene for 34 years and has 
made major accomplishments for all 
the San Diego New car dealers. His 
leadership and his desire to do his best 
really show when you get on the NCDA 
Board. One of my favorite things is going 
as a group led by Dean to Dealer Day 
in Sacramento to fight for our rights as 
Dealers. We will be in great hands with 
Scott Webb taking over his spot. 
 
If you have never been on the NCDA 
board, I suggest you try to get voted in 
on the next election. It’s a great learning 
experience.” 
 
Paul Dyke 
El Cajon Ford  
NCDA Board member since 2014

“Dean’s leadership has been impeccable 
when it came to leading our association 
through both difficult and good times. He 
came at a time when our association was 
essentially deficit spending. With Dean 
leading the way, we were able to turn 
that around. Dean’s accomplishments of 
helping to purchase our own building, 
bringing the San Diego International Auto 
Show in-house, implementing the Sales 
Training Academy and creating lasting 
relationships within the community will 
benefit the NCDA for years to come. 
His strong support of dealers and the 
industry has made all the difference. 
Dean will be sorely missed. I wish him all 
the best in retirement.”  
 
John Hine  
Past NCDA Chairman

“Dean is a very exceptional person. He served for the 
NCDA for 34 years and his contributions are almost 
immeasurable, not only in a financial manner but also 
in his dedication and focus. Typically, someone in the 
position of head of any association doesn’t last for 34 
years, nor do they leave the legacy that he has. His 
dedication and focus through good economy and bad, 
like in 2008, kept the association steady and financially 
sound. In terms of the evidence, the building he helped 
facilitate is remarkable — I was Chairman at the time, 
and I signed the check to finalize the purchase. Working 
with Dean on that was one of my honors and privileges. 
In all he did, Dean took complete ownership of the 
association. He is one-of-a-kind and I will miss him!” 
 
John McCallan 
Past NCDA Chairman  
Past CNCDA Chairman 

“No one has done it better than Dean. Through all the 
challenges (buying our association offices, starting the 
Auto Show, lawsuits, factory and unionization issues 
and threats to the Dealer body), Dean guided us with 
a steady hand. The only slightly questionable memory I 
have regarding Dean was during his interview process. 
I invited him to join me in a round of golf at San Diego 
County Club. All I will say is it was obvious that he 
hadn’t played recently … or ever. And with that small 
criticism aside, I wish Dean a very happy and well-
deserved retirement for many years to come.  
 
And maybe some golf lessons!  
Thanks for everything, Dean.” 
 
Doug Fuller  
Past NCDA Board member 

“I wish Dean well. I’m impressed that he worked so long 
and hard for the San Diego New Car Dealers Association 
and created the value that it brings to the community, 
especially when it comes to the auto show. Without 
Dean’s guidance, the auto show would have fallen apart 
long ago. He was always committed to finding a way 
to make the auto show work. I can remember how 
disappointed he was at the beginning of COVID-19 when 
the situation would not allow us to have an auto show. 
And then, in the first year out of the pandemic, we were 
going to have to have a smaller auto show. The question 
we all asked was, “What could we do?” Dean reached 
out to the community in San Diego to make that auto 
show worthwhile and it was a success! I always felt that 
Dean was not only committed to the community at 
large in San Diego, but also to the community of New 
Car Dealers in San Diego. He was always looking out for 
what was best for the association.” 
 
Richard Newendyke 
Past NCDA Chairman  



S
enator Steve Padilla was elected to the Senate in November 2022, representing 
the counties of San Diego, Imperial, Riverside and San Bernardino. He is a 
native of San Diego, a graduate of Bonita Vista High School and a lifelong Chula 
Vista resident.

He has dedicated his life to public service. Before becoming an elected official, 
Senator Padilla served 13 years in law enforcement, beginning in the City of Chula Vista and 
concluding in the City of Coronado, where he served as a detective, specializing in domestic 
violence and child abuse. His interest in public affairs began early in life, as did his service to 
Chula Vista, where he served as a member of the Board of Ethics and Safety Commission. 
He was elected for the first time to the City Council in 1994 and served two years. In 2002, 
he was elected the city’s 38th Mayor and served from 2002-2006. Senator Padilla returned 
to elected office in 2016 and, only one year later, was appointed for the second time to the 
California Coastal Commission, where he served as Chairman from 2019-2021.

Prior to being elected to the State Senate, Steve worked with a variety of private entities, non-
profit organizations and public interest groups advocating on economic development projects, 
transportation, housing and environmental and social justice issues. In 2008, he served as a member 
of the Independent Task Force on U.S. Immigration Policy for the Council on Foreign Relations.

Senator Padilla is noted for being the first person of color ever elected to city office in Chula 
Vista history, the first Latino Mayor and the first openly LGBT person to serve or be elected 

AB 473 
Signed Into 
California 
Law

I
n early October, California’s Governor 
officially signed the California New Car 
Dealer Association’s 2023 Franchise Bill 
(AB 473), signaling a massive win for 
franchised new car dealers in the state.

Authored and championed by 
Assemblymember Cecilia Aguiar-Curry 
(D-Winters), the bill takes effect Jan. 1, 
2024. It will strengthen California’s franchise 
laws, creating a fairer and more balanced 
environment for dealers. It emphasizes 
accountability and transparency, benefiting all 
franchised dealer members.

After months of advocating, negotiating and 
engaging with our members, this is a significant 
victory for dealers across the state and the 

industry’s future. The passage of AB 473 is a 
significant step forward to a more robust new 
motor vehicle franchise system for California’s 
new car dealers. 

Overcoming significant manufacturer 
opposition, the unanimous passage and 
signature of AB 473 would not have been 
possible without the support and guidance 
from CNCDA leadership and the dedication 
and engagement of dealer members 
throughout the state. 

We must also thank the author of AB 473, 
Assemblymember Cecilia Aguiar-Curry 
(D-Winters). Her steadfast support and 
commitment to our cause has been second 
to none. If you know Assemblymember 
Aguiar-Curry personally, please reach out 
and thank her for being a champion for 
California dealers.

AB 473 will strengthen and update California’s 
motor vehicle franchise laws by enforcing 
manufacturer accountability for unlawful 
treatment of dealers by manufacturers and 
includes several fundamental tenets:

• Preserving Franchise System 
Integrity: It prevents manufacturers 

from introducing new vehicle brand 
names that would directly compete 
with their established franchised 
dealer network.

• Equitable DC Fast Charging: The 
bill establishes fairness in manufacturer-
imposed DC fast charging programs. It 
prohibits manufacturers from burdening 
their dealers with the entire cost of 
installing and maintaining public-facing DC 
fast chargers.

• Post-Sale Subscription Limits: 
AB 473 limits manufacturers’ ability to 
offer post-sale subscriptions for features 
already integrated into the vehicle, 
ensuring fairness in consumer choices.

• Transparent Reservation Process: 
Manufacturers are now mandated to 
adopt an open and fair process for 
vehicle reservation systems, enhancing 
transparency for both dealers and 
consumers.

• Reimbursement for Digital 
Services: Manufacturers are now 
obligated to reimburse dealers for any 
losses incurred due to the use of a 
non-compliant digital service, particularly 
if the manufacturer preselected 
the service.  

Meet Senator Steve Padilla

to city office. He holds undergraduate 
degrees in Liberal Arts and Public 
Administration from Southwestern 
College and National University and 
studied law at Western State University, 
College of Law. He has been a published 
columnist writing on local, state, and 
national policy issues. Senator Padilla 
is a proud father to Ashleigh. She is an 
accomplished professional in political and 
policy advocacy, and his son-in-law, Nelson, 
is a former political staffer and current 
U.S. Naval Officer.  
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Ask Alison
The Facts About 

Potential California 
Long-Term Care 

Legislation
By Alison McCallum 

EPIC Insurance Brokers and Consultants 

2. The Employer Perspective: Considering a voluntary benefit 
offering of LTC Insurance is a relevant benefit decision for a 
number of reasons. Many organizations have adopted a people-
first culture, and end-stage care is a significant concern that 
employees are facing for themselves and often for their parents.  
 
Employer-sponsored LTC Insurance can be issued without 
the employee being subject to underwriting. Underwriting 
might preclude individuals with adverse health history from 
obtaining coverage. 
 
Employer-sponsored Long-Term Care Insurance is often less 
expensive than individually obtained coverage and is generally 
portable in the event of a change in employment. Employer-
funded LTC Insurance is a low-cost, highly valued incentive 
that can be a differentiator in attracting and retaining valued 
employees. 

3. The Legislative Perspective: While relatively low in cost, 
whether funded by the employer or employee, LTC Insurance may 
help employees and their families avoid a potential new payroll 
tax and improve their coverage for LTC needs as compared with 
state-provided benefits. California has established an LTC Task 
Force to investigate options for designing and implementing a 
public LTC option.  
 
At this juncture, the task force has completed its feasibility study. 
Legislation has yet to be introduced. We expect that we will see 
a bill introduced at some point in the future. If the state decides 
to move forward with a public option and if that legislation 
mirrors other state legislation, it will require a payroll tax and 
limited exemptions for opting out; however, actual details remain 
to be determined. No action is required by California 
employers at this time.

It is imperative to note that while EPIC provides updates on how 
legislative activity around LTC has transpired in each state as we are 
aware, in no way does that mean that legislation has passed, nor do we 
know if, how or when that will happen.

We are following developments with the CA LTC Task Force and any 
potential legislation. We recommend that you take the time to get 
educated about this sensitive topic. 

If you would like more information, EPIC will provide details to 
members at no cost.  

S
tate-managed Long-Term Care (LTC) programs are a 
focus of many state legislatures, including California. In 
December 2022, California released the results of an 
LTC Task Force feasibility study and intends to release an 
actuarial study in January 2024. While no legislation has 

been introduced in California yet, employers and employees should 
be aware of its potential. Considering LTC as a voluntary benefit for 
employees can be an important value-add for employer-sponsored 
benefit packages.

On Aug. 23, 2023, the California Department of Insurance (CA DOI) 
released a statement confirming that, as of the present time, the state 
has not implemented a new payroll tax to fund a state-mandated Long-
Term Care program. Additionally, the CA DOI warns consumers that 
communications from third parties about the necessity to purchase 
an individual Long-Term Care policy in the immediate future to avoid a 
payroll tax due to new requirements is both false and misleading.

Three Distinct Ways To Help Your Dealership 
Navigate LTC

1. The Human Perspective: Planning for LTC needs is an 
important component of a sound financial plan. 

EPIC ranks among the top 15 retail insurance brokers in the United 
States and is the largest insurer of auto dealers in the state. Alison 
McCallum has been in the employee benefits industry for over 20 
years and personally works with more than 60 California Dealerships. 
She is a Principal with EPIC Insurance Brokers and Consultants, the 
CNCDA’s only licensed employee benefits broker. With this partnership, 
EPIC offers unique dealership expertise and services available to 
dealer members at no cost. If you have questions or would like further 
information, please feel free to contact her at (949) 417-9136 or  
alison.mccallum@epicbrokers.com.
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San Diego Auto Outlook
Comprehensive information on the San Diego County new vehicle market

Market SummaryForecast for County New Retail Light Vehicle Registrations

Domestics consist of vehicles sold by GM, Ford, Stellantis (excluding 
Alfa Romeo and FIAT), Tesla, Rivian, and Lucid.
Data sourced from Experian Automotive.

YTD '22 YTD '23 % Chg. Mkt. Share
Sept. Sept. '22 to '23 YTD '23

TOTAL 98,823 107,924 9.2%

Car 28,474 30,946 8.7% 28.7%
Light Truck 70,349 76,978 9.4% 71.3%

Domestic 32,280 38,896 20.5% 36.0%
European 15,495 15,125 -2.4% 14.0%
Japanese 40,231 42,865 6.5% 39.7%
Korean 10,817 11,038 2.0% 10.2%

The graph above shows annual new retail light vehicle registrations in 2021 
and 2022 and Auto Outlook’s projections for 2023 and 2024.
Historical data sourced from Experian Automotive.  

UP 
 12.9%
vs. ‘20

DOWN 
 9.6%
vs. ‘21

UP 
 9.4%
vs. ‘22

UP 
 5.0%
vs. ‘23

Pent-up demand is growing. New vehicle 
registrations since the onset of the pan-
demic have been well below average. And 
although sales recovered from the low 
point of the recession in 2009, it took sev-
eral years for the market to rebound. The 
pent-up demand that accrued between 
2009 and 2015 had barely been released 
before the pandemic and ensuing sup-
ply chain issues boosted the total again. 
Pent-up demand will support new vehicle 
sales for several years.

Employment and household incomes are 
strong. As mentioned on the right, reces-
sion is still a possibility and affordabil-
ity has weakened, but the unemployment 
rate is low and wage growth is steady.

Impressive array of new products. Today’s 
new vehicles offer significant improve-
ments compared to the average 10 year 
old car. Aside from the fact that their cur-
rent vehicle may be wearing out, advances 
in safety features, performance, alterna-
tive powertrains, and infotainment are all 
factors luring shoppers into dealerships.

Interest rates are high. The prime inter-
est rate has increased by more than five 
points during the past three years, plac-
ing significant upward pressure on vehicle 
loan and lease payments.

Vehicle prices are high. Average trans-
action prices moved higher last year due 
to supply chain issues, inflationary pres-
sures, and higher vehicle content. Esca-
lating prices and higher rates have weak-
ened vehicle affordability, which will be an 
issue holding back sales. 

Soft landing not guaranteed. Most econo-
mists expect growth to remain positive de-
spite higher interest rates, but this is not 
a sure thing. The economy is essentially 
at break even right now, and it wouldn’t 
take much to push it to recession. 

Other threats. After being put on hold 
since the pandemic hit in March of 2020, 
student loan payments are restarting, gas 
prices are high, excess household savings 
have been depleted, and if the UAW strike 
lingers, sales could be impacted.

FORECAST

New Vehicle Market Predicted to Trend Higher During Next Two Years

Key factors boosting
new vehicle sales

Key factors holding back
new vehicle sales Key Trends in San Diego  

County Market

 » Forecast summary: pent-up demand 
will provide momentum for the new ve-
hicle market over the next 15 months, 
while the negative factors will place a 
ceiling on how high sales can go.

 » County new retail light vehicle registra-
tions are predicted to increase 9.4% 
this year and 5.0% in 2024. 

 » Registrations exceeded 36,000 units 
in the Third Quarter of this year and in-
creased 17.3% versus depressed year-
earlier levels.

 » Battery electric vehicles accounted for 
22.4% of the market in the first nine 
months of this year, up from 15.5% 
last year. BEV share decreased slightly 
from the Second to the Third Quarter of 
2023, however (see page 4).

 » Rivian, Buick, Tesla, Honda, and  
Cadillac had the largest percentage in-
creases so far this year.
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COUNTY MARKET VS. U.S.

San Diego County

UP 9.2%
U.S.

UP 7.0%

% Change In
New Retail Market

YTD 2023 thru September
vs.

YTD 2022 

New retail light vehicle regis-
trations in San Diego County 
increased by 9.2% during the 
first nine months of this year, 
higher than the 7.0% improve-
ment in the Nation.

Data sourced from Experian Automotive.

TRACKING ECONOMIC INDICATORS

Up $0.38 vs. 
year earlier

AUGUST 2022
SU MO TU WE TH FR SA

3.5%

Monthly Unemployment Rates in San Diego County

JULY 2023
SU MO TU WE TH FR SA

3.9%

AUGUST 2023
SU MO TU WE TH FR SA

4.3%

Average Hourly Earnings for
All Workers in County - Aug. 2023

$36.36$36.36

Sources: Bureau of Labor Statistics, University of Michigan, and U.S. Bureau of Econ. Analysis.

The county unemploy-
ment rate was 4.3% 
in August of this year. 
Wages were up slight-
ly versus year earlier. 
Consumer sentiment 
remains subdued, 
while GDP growth 
has stayed positive 
during the past four 
quarters.

University of
Michigan
Consumer
Sentiment

(U.S.)

Key
Values
During
Past

10 Years

10 year high - 101.4 (Mar. 2018)

Most recent - 67.7 (Sept. 2023)
12 month high - 71.6 (July 2023)

10 year low - 50.0 (Jun. 2022)

Percent
Change in

U.S.
Gross

Domestic
Product

Change
vs. previous

quarter 
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SUV Shares For Each Brand

Brand
% Small

SUV
% Mid &

Large SUV
Toyota 65% 35%

Honda 81% 19%

Ford 33% 67%

Kia 64% 36%

Subaru 65% 35%

Hyundai 76% 24%

Chevrolet 47% 53%

Jeep 63% 37%

Mazda 90% 10%

Volkswagen 82% 18%

Nissan 82% 18%

GMC 17% 83%

Buick 64% 36%

Mitsubishi 100% 0%

Dodge 13% 87%

MINI 100% 0%
0 1000 2000 3000 4000 5000 6000 7000 8000
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San Diego County New Vehicle Market DashboardSan Diego County New Vehicle Market Dashboard

NON LUXURY BRAND SUV RANKINGS

New Registrations by Brand for Mid Size/Large and Small Non Luxury SUVs in County Market - YTD ‘23 thru September

Data sourced from Experian Automotive. SAAR estimates: Auto Outlook.

MARKET PERFORMANCE DURING PAST TWO YEARS

San Diego County  
Quarterly Registrations

 Seasonally Adjusted 
Annual Rate, Converted 
to Equivalent U.S. New 
Vehicle Market SAAR 

(millions of units)

The graph on the left provides an 
easily recognizable way to gauge 
the strength of the county mar-
ket. It shows quarterly registra-
tions based on a seasonally ad-
justed annual rate. These figures 
are then indexed to SAAR sales 
figures for the U.S. new vehicle 
market. So just like in the na-
tional market, when the quarterly 
SAAR is above 17 million units, 
the county market is strong, 15 
million is about average, and be-
low 13 million is weak. Equivalent 
SAAR levels in the county in-
creased from 15.6 million in the 
Second Quarter of this year to 
15.9 million in the Third Quarter.

The graph shows registrations by brand for Mid Size/Large SUVs (blue bar) and Small SUVs (orange bar). Table shows the percentage breakdown for each 
brand. Toyota was the best-selling non luxury SUV brand, with Small SUV registrations accounting for 65% of total. Data sourced from Experian Automotive.
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Electric (BEV) Hybrid Plug In Hybrid (PHEV)

Data sourced from Experian Automotive. Hybrid vehicle market share excludes mild hybrids.

Electric (BEV) share slipped from 
23.6% in 2Q ‘23 to 22.9% in 3Q. 
Hybrid market share increased. 

Quarterly Alternative Powertrain Market Share (includes hybrid and electric vehicles)

YTD Share by Engine Type
(2022 and 2023, thru Sept.)

Alternative Powertrain Registrations in San Diego County by Brand 
YTD 2023 thru September 

Tesla was the top-seller. Toyota was 
second with hybrids accounting for the 
majority of sales.

Vehicle Powertrain Dashboard

Market Share for Top 25 Selling  
BEVs, PHEVs, and Hybrids 
YTD ‘23 thru September

Data sourced from Experian Automotive.
Hybrid vehicle market share excludes mild hybrids.

YTD '22 YTD '23

Electric (BEV) 15.5% 22.4%

Hybrid 9.9% 12.2%

Plug In Hybrid (PHEV) 3.0% 3.5%

MMooddeell TTyyppee MMkktt..  SShhaarree
Tesla Model Y BEV 22.2%
Tesla Model 3 BEV 13.5%
Honda CR-V Hybrid 4.6%
Toyota RAV4 Hybrid 3.6%
Honda Accord Hybrid 3.0%
Chevrolet Bolt BEV 2.7%
Toyota Corolla Hybrid 2.1%
Volkswagen ID.4 BEV 2.0%
Ford Mustang Mach-E BEV 1.8%
Ford Maverick Hybrid 1.8%
Jeep Wrangler PHEV 1.8%
BMW i4 BEV 1.6%
Hyundai Ioniq 5 BEV 1.6%
Toyota Highlander Hybrid 1.4%
Tesla Model X BEV 1.3%
Hyundai Tucson Hybrid 1.3%
Toyota RAV4 PHEV 1.2%
Lexus RX Hybrid 1.2%
Hyundai Elantra Hybrid 1.2%
Kia Niro Hybrid 1.2%
Toyota Sienna Hybrid 1.1%
Toyota Prius Hybrid 1.1%
Rivian R1S BEV 1.1%
Kia Sorento Hybrid 1.0%
Toyota Camry Hybrid 1.0%
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BRAND SCOREBOARD

Registrations Improved for Most Brands So Far This Year

The graph below presents a well-rounded view of brand sales results in the county market. It shows both the percentage change in registra-
tions so far this year versus year earlier (vertical axis) and market share (horizontal axis, also denoted by relative size of the circles). Brand 
category (Domestic, European, Japanese, or Korean) is identified by color of the circles. Brands on the right side of the graph have higher 
market share, and those at the top have had larger percentage gains in registrations. 

Data sourced from Experian Automotive.

San Diego County Market Share (YTD ‘23 thru September)  
and Percent Change in Registrations (YTD ‘23 thru Sept. vs. YTD ‘22)

Top 20 Selling Brands

Honda recovered from supply-chain issues 
that occurred in 2022, with registrations 
increasing 34.5%. Market share was 10.5%.

Tesla had the largest percentage 
increase in registrations.
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Data sourced from Experian Automotive.

MODEL SCOREBOARD

RAV4 is On Top for Non-Luxury SUVs; Model Y Has Big Lead in Luxury Segment

Toyota RAV4 was the best selling 
Non-Luxury SUV and county market 
share was well above U.S..

Tesla Model Y was the best selling Luxury SUV 
and county market share was well above U.S..

Market Share for Top 15 Selling Luxury SUVs - County and U.S. Market, YTD 2023 thru September

The two graphs below show market shares in the San Diego County and National Non-Luxury and Luxury SUV segments during and the first 
nine months of this year. Includes the top 15 selling models in the county market.

Market Share for Top 15 Selling Non Luxury SUVs - County and U.S. Market, YTD 2023 thru September
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6.1%

7.0%

7.3%

8.9%

10.9%

12.1%

17.1%

Sports/Pony Cars

Luxury Subcompact SUV

Mini Van

Large Van

Luxury Large SUV

Large SUV

Luxury and High-end Sports Cars

2 Row Mid Size SUV

Luxury Mid Size SUV

Compact/Mid-Size Pickup

Mid Size & Large Cars

3 Row Mid Size SUV

Full Size Pickup

Subcompact SUV

Near Luxury Car

Small Cars

Luxury Compact SUV

Compact SUV

SD U.S.

Data sourced from Experian Automotive.

The graph below shows segment market shares in both the county (blue bars) and U.S. markets (grey bars). Segments are shown from top 
to bottom based on San Diego County share. 

SEGMENTS

Two SUV Segments Lead the San Diego County Market

KEY FACTS

Top segments in San Diego 
County: 

Compact SUV
Luxury Compact SUV

Small Cars
Near Luxury Car

Segments that are more popular in 
the county compared to U.S.:

Luxury Compact SUV 
12.1% in county vs. 6.5% in U.S.

Near Luxury Car 
8.9% in county vs. 4.3% in U.S.

Segments that are less popular in 
the county compared to U.S.:

Full Size Pickup 
7.0% in county vs. 12.8% in U.S.

 3 Row Midsize SUV  
6.1% in county vs. 9.7% in U.S.

Segment Market Shares in San Diego County and U.S. - YTD 2023 thru September
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Electric (BEV) Plug In Hybrid (PHEV)

Comparison of Selected Metro Area Markets 

Markets are shown from left (highest) to right (lowest) based on combined BEV and PHEV market share. Data sourced from Experian Automotive.

Comparison of BEV and PHEV Market Share

Electric (BEV) and Plug in Hybrid (PHEV) Market Share - YTD 2023 thru September

Combined market share for BEVs and PHEVs in San 
Diego County was well above average compared to 
the other markets. BEV market share was higher 
than 20% in four California markets. BEV share in 
the county was 22.4% and PHEV share was 3.5%

Results in Area New Vehicle Markets

The graph below provides a comparison of how metro area new vehicle markets have performed so far this year. It shows the percent 
change in new retail light vehicle registrations during the first nine months of this year versus the same period a year earlier.  

Percent Change in New Retail Light Vehicle Registrations - YTD 2023 vs. YTD 2022 (thru September)

San Diego County registrations increased 9.2% during the first 
nine months of this year, above the average for other markets. 
The Silicon Valley market improved by 21.0%. 
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SAN DIEGO COUNTY USED VEHICLE MARKET

County Used Vehicle Market Declined 5.4% So Far This Year

Percent Change in New and Used Vehicle Registrations 
YTD 2023 thru September vs. YTD 2022

Data sourced from Experian Automotive.

THREE KEY TRENDS IN
USED VEHICLE MARKET
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TOP SELLING MODELS IN USED VEHICLE MARKET

Honda Civic is Top Seller in County Used Vehicle Market
The two graphs below show the top 15 selling models in San Diego County for two age classifications: vehicles 4 years old or newer, and 
5 to 8 year old vehicles. Honda Civic ranked first in each category.

Top 15 Selling Models for Vehicles 4 years Old or Newer
YTD 2023 thru September 

Top 15 Selling Models for 5 to 8 Year Old Vehicles
YTD 2023 thru September 
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Data sourced from Experian Automotive.

The County used vehicle market 
declined 5.4% during the first nine 
months of this year versus a year 
earlier, compared to the 9.2% in-
crease in new vehicle registrations.

Elevated vehicle prices, tight sup-
plies, and improving new vehicle in-
ventories will likely prevent any near-
term rebound in used vehicle sales.

As shown on the graph to the left, 
the three year old or newer market 
held up relatively well so far this year. 
Used registrations of three year old 
or newer vehicles declined 3.5%. The 
4 to 6 year old market declined 8.8% 
and the 7 to 10 year old market fell 
4.1%. 
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BBrraanndd  RReeggiissttrraattiioonnss  RReeppoorrtt
SSaann  DDiieeggoo  CCoouunnttyy  NNeeww  RReettaaiill  CCaarr  aanndd  LLiigghhtt  TTrruucckk  RReeggiissttrraattiioonnss

Third Quarter YTD thru September
Registrations Market Share (%) Registrations Market Share (%)

3Q '22 3Q '23 % change 3Q '22 3Q '23 Change YTD '22 YTD '23 % change YTD '22 YTD '23 Change
TOTAL 31,129 36,528 17.3 98,823 107,924 9.2

Cars 9,137 10,933 19.7 29.4 29.9 0.5 28,474 30,946 8.7 28.8 28.7 -0.1

Light Trucks 21,992 25,595 16.4 70.6 70.1 -0.5 70,349 76,978 9.4 71.2 71.3 0.1

Domestic Brands 10,897 12,958 18.9 35.0 35.5 0.5 32,280 38,896 20.5 32.7 36.0 3.3

European Brands 5,007 4,836 -3.4 16.1 13.2 -2.9 15,495 15,125 -2.4 15.7 14.0 -1.7

Japanese Brands 11,470 14,865 29.6 36.8 40.7 3.9 40,231 42,865 6.5 40.7 39.7 -1.0

Korean Brands 3,755 3,869 3.0 12.1 10.6 -1.5 10,817 11,038 2.0 10.9 10.2 -0.7

Acura 179 239 33.5 0.6 0.7 0.1 681 714 4.8 0.7 0.7 0.0

Alfa Romeo 23 18 -21.7 0.1 0.0 -0.1 78 55 -29.5 0.1 0.1 0.0

Audi 591 645 9.1 1.9 1.8 -0.1 1,762 1,919 8.9 1.8 1.8 0.0

BMW 1,150 1,165 1.3 3.7 3.2 -0.5 3,670 3,749 2.2 3.7 3.5 -0.2

Buick 28 65 132.1 0.1 0.2 0.1 113 180 59.3 0.1 0.2 0.1

Cadillac 176 190 8.0 0.6 0.5 -0.1 492 585 18.9 0.5 0.5 0.0

Chevrolet 2,384 2,263 -5.1 7.7 6.2 -1.5 6,125 6,895 12.6 6.2 6.4 0.2

Chrysler 113 94 -16.8 0.4 0.3 -0.1 243 263 8.2 0.2 0.2 0.0

Dodge 174 189 8.6 0.6 0.5 -0.1 519 523 0.8 0.5 0.5 0.0

Ford 2,555 2,735 7.0 8.2 7.5 -0.7 8,133 8,317 2.3 8.2 7.7 -0.5

Genesis 137 154 12.4 0.4 0.4 0.0 394 443 12.4 0.4 0.4 0.0

GMC 393 453 15.3 1.3 1.2 -0.1 1,224 1,345 9.9 1.2 1.2 0.0

Honda 2,002 3,941 96.9 6.4 10.8 4.4 8,425 11,330 34.5 8.5 10.5 2.0

Hyundai 1,731 1,702 -1.7 5.6 4.7 -0.9 5,221 5,177 -0.8 5.3 4.8 -0.5

Infiniti 85 111 30.6 0.3 0.3 0.0 277 286 3.2 0.3 0.3 0.0

Jaguar 30 24 -20.0 0.1 0.1 0.0 109 83 -23.9 0.1 0.1 0.0

Jeep 1,101 893 -18.9 3.5 2.4 -1.1 3,265 2,815 -13.8 3.3 2.6 -0.7

Kia 1,887 2,011 6.6 6.1 5.5 -0.6 5,202 5,404 3.9 5.3 5.0 -0.3

Land Rover 142 218 53.5 0.5 0.6 0.1 743 848 14.1 0.8 0.8 0.0

Lexus 931 1,026 10.2 3.0 2.8 -0.2 2,812 3,026 7.6 2.8 2.8 0.0

Lincoln 68 55 -19.1 0.2 0.2 0.0 219 218 -0.5 0.2 0.2 0.0

Maserati 23 27 17.4 0.1 0.1 0.0 88 74 -15.9 0.1 0.1 0.0

Mazda 655 837 27.8 2.1 2.3 0.2 2,403 2,729 13.6 2.4 2.5 0.1

Mercedes 1,207 1,060 -12.2 3.9 2.9 -1.0 3,671 3,362 -8.4 3.7 3.1 -0.6

MINI 160 90 -43.8 0.5 0.2 -0.3 382 331 -13.4 0.4 0.3 -0.1

Mitsubishi 46 35 -23.9 0.1 0.1 0.0 186 178 -4.3 0.2 0.2 0.0

Nissan 1,287 1,337 3.9 4.1 3.7 -0.4 4,718 4,066 -13.8 4.8 3.8 -1.0

Other 93 141 51.6 0.3 0.4 0.1 226 434 92.0 0.2 0.4 0.2

Polestar 40 19 -52.5 0.1 0.1 0.0 124 62 -50.0 0.1 0.1 0.0

Porsche 244 307 25.8 0.8 0.8 0.0 818 819 0.1 0.8 0.8 0.0

Ram 535 455 -15.0 1.7 1.2 -0.5 1,711 1,390 -18.8 1.7 1.3 -0.4

Rivian 144 274 90.3 0.5 0.8 0.3 264 717 171.6 0.3 0.7 0.4

Subaru 1,349 1,371 1.6 4.3 3.8 -0.5 4,242 3,980 -6.2 4.3 3.7 -0.6

Tesla 3,206 5,211 62.5 10.3 14.3 4.0 9,934 15,433 55.4 10.1 14.3 4.2

Toyota 4,936 5,968 20.9 15.9 16.3 0.4 16,487 16,556 0.4 16.7 15.3 -1.4

Volkswagen 1,046 862 -17.6 3.4 2.4 -1.0 2,954 2,581 -12.6 3.0 2.4 -0.6

Volvo 278 343 23.4 0.9 0.9 0.0 908 1,037 14.2 0.9 1.0 0.1
Data sourced from Experian Automotive.

The table shows new retail light vehicle (car and light truck) registrations in the San Diego County market. Figures are shown for the 3rd Quarters of ‘22 and 
‘23, and year to date totals thru September. The top ten ranked brands in each change category are shaded yellow. 
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A
s they do each year, the IRS recently 
announced adjustments affecting the dollar 
limitations on 401(k) plans for tax year 
2024. Since these changes impact everyone 
who currently sponsors (or is considering 

sponsoring) a 401(k) plan, we are sharing a chart reflecting 
the changes with all members, not just those who currently 
sponsor a NADA Retirement plan.

The contribution limit for employees who participate in 
their 401(k)-plan increased to $23,000, with the catch-up 
contribution limit remaining at $7,500 for employees age 
50 and up. IRA contributions increased to $7,000, with 
a catch-up contribution limit of $1,000. For lower- and 
moderate-income employees, the income limit for the saver’s 
credit will increase to $76,500 for married couples filing 
jointly and $38,250 for singles.

As a business owner and plan sponsor, you may find that a few key changes could impact your personal situation:

• The Limitation for Defined Contribution Plans has been increased to $69,000.
• The maximum amount of earnings subject to the Social Security tax (taxable maximum) has been increased from $160,200 

to $168,600.

Now is the time to plan any changes to your personal 401(k) contribution strategy for 2024 and to ensure that your payroll 
system will capture the new limits beginning in January.  

IRS 401(k) Contribution 
Limits Increase for 2024
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EPIC is proud of its partnership with more than 300 California dealerships and is the CNCDA’s only 
licensed broker for Health Insurance and Workers’ Compensation.

As the dealers’ consultant, experience what EPIC can do for you today, including:
• A team producing real results and decades of experience with dealerships and their specific needs
• Proprietary Workers’ Compensation and specific insurance products tailored for dealerships
• Full compliance, along with audit and claims management

EPICBROKERS.COM 
©2023 Edgewood Partners Insurance Center. All rights reserved. | CA License: 0B29370

LEARN MORE ABOUT OUR SERVICES BY CONTACTING:
Alison McCallum
 (949) 422-6431

 alison.mccallum@epicbrokers.com

Eric Kitei
 (949) 228-2779

 eric.kitei@epicbrokers.com

CONTACT US 
TODAY!
801.676.9722

sales@thenewslinkgroup.com

Your Customers 
Are Too.

Adverti sing Space Available.

QR 
Code

https://san-diego-dealer.thenewslinkgroup.org/#ad-space
https://ncda.com/
https://epicbrokers.com/
mailto:alison.mccallum@epicbrokers.com
mailto:eric.kitei@epicbrokers.com
mailto:sales@thenewslinkgroup.com
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New Car Dealers Association San Diego County 
10065 Mesa Ridge Court 
San Diego, CA 92121

Built specially for dealers

Visit vitu.com or call Jon Reyes at 
877-368-3375 x6526 to learn more 
and schedule a demo.

Your new dealer 
payment system
is here.
Flex your flexibility 
Serve your customers better — anywhere: at the service counter, 
in the finance office, on the lot or even at home.

 — Modern, convenient and easy-to-use payment terminals

 — Save valuable time with streamlined reconciliation

 — DMS integration means no additional keying at the terminal

https://vitu.com/
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