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Facility expert Monte Weis 
shares 7 things you 
probably don’t even notice 
about your dealership 
that could be costing you 
money and ticking off 
your customers

T
he popular TV show  
Undercover Boss is  
entertaining to watch,  

but it provides an instructive 
reminder to all business owners: 
not everyone sees your business 
the way you do. 

For those who haven’t seen the 
program, a business owner dons  
a disguise and goes undercover in 
his or her business to see what’s 
really going on. It always reveals 
shockingly bad business practices 
that negatively impact employees 
and customers. 

In our work with dealerships  

across Canada, we are frequently 
surprised by the things that  
dealership personnel don’t  
notice when we arrive to conduct 
detailed facility inspections. It 
seems the people working at  
the dealership, including the 
dealer principal, have developed 
dangerous blind spots. 

These blind spots are costing 
your dealership money, and are 
affecting your reputation. The good 
news is that you can adjust your 
mirrors so that your blind spots 
become visible and you can drive 
your  business forward safely.

By Monte Weis, President, Weis & Associates 
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Customer parking 
and lot maintenance

2

If you don’t want 
customers and 
prospects to drive 
right off your lot, 
then give them a  
nice place to park! 

Make sure your 
customers can  
locate your WiFi  
password easily  
without having 
to ask anyone.

Can your customers find a spot  
to park on your lot? Is it hassle 
free? The customer should be  
able to drive into the lot without 
any interference (i.e. pylons or 
parked cars), and easily identify 
where the customer parking is 
located. Is it clearly marked with 
signage and are the designated 
parking spaces available and free 

of any garbage or debris? 
Also, considering the harsh  

winters that many Canadians  
endure, are the spaces within  
close proximity of the entrance 
and clear of ice and snow? If  
you don’t want customers and 
prospects to drive right off  
your lot, then give them a nice 
place to park! 

WiFi and power  
outlets for customers

It’s hard to believe that WiFi was 
rarely offered at dealerships even 
a few years ago. Today, it’s expect-
ed for both staff and employees. 
It will also likely play a role in 
helping you better understand 
customer shopping patterns in the 
future via WiFi heat mapping. 

Make sure your customers can 
locate your WiFi password easily 
without having to ask anyone. An 

increasing number of customers 
will bring their laptops or tablets 
into the dealerships, and most  
will have smartphones. 

Having easy access to power 
outlets lets them plug in and 
recharge. Dealers will also have 
to be providing power outlets in 
their parking lots so that custom-
ers can charge up their electric 
vehicles when they visit. 
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Digital displays 
with no content3

Without a  
strategy in place 
 to coordinate 
your digital plan, 
 you will be wasting  
time, money and  
resources 

We often come across  
elaborate digital displays and 
digital signage networks with 
no content. We see dark displays 
with plugs, wires and cabling  
on the floor, leaving a digital  
scar on the dealership. 

Make sure you have a digital 
signage and display plan in place 
that delivers on the hardware, 

software and most importantly,  
a steady supply of regularly  
updated content. Without a  
strategy in place to coordinate 
your digital plan, you will  
be wasting time, money and  
resources and will have customers 
wondering what other things 
might be “out of order” inside 
your dealership. 
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Messy and  
cluttered desks4

A messy and 
cluttered sales 
desk sends your 
customers the 
message that your 
dealership isn’t 
organized and 
professional.

A messy and cluttered sales  
desk sends your customers the 
message that your dealership isn’t 
organized and professional.

In some dealerships we’ve  
visited, a customer can hardly  
see the salesperson on the other 
side of a mountainous stack  
of paper, with sticky notes and 
phone numbers scrawled on 

 random scraps of paper. Some  
dealerships implement a “clear 
desk policy” that requires all  
employees to have a clear desk  
at the end of the working day. 

A clear desk helps the day start 
fresh, and prevents unwanted 
clutter build up. It also creates for 
a more visually appealing look 
throughout your dealership.

Unsanitary and poorly 
supplied washrooms 

Make sure your  
washrooms aren’t 
a place where  
people fear to enter. 

Your dealership shouldn’t look  
or smell like a lumber camp or  
a frat house. Make sure your  
washrooms aren’t a place where 
people fear to enter. 

Make no mistake, your washrooms 
say a lot about you. They do not 
have to be expensive — they just 
have to be clean, neat, and orderly. 
Planning out waste disposal, taps/
dispensers, hand dryers (or towels) 
and mirrors, as well as hiding plung-

ers and other cleaning equipment is 
essential, and takes planning. 

You have people checking  
the bathroom regularly right?  
Develop a checklist that helps  
reassure customers the facilities are 
inspected and kept clean. There’s 
no worse experience than having 
a customer run out of paper and 
supplies, and it’s distasteful to see a 
garbage bin full of discarded paper 
towels. Keep it clean!



Tech amenities  
and work benches

A good tech bench  
integrates the tools,  
equipment and  
technology used by  
the technician. 

You need to care for your techs, so 
they will take care of your customers. 

From our perspective, techni-
cians are one of the most valuable 
resources at a dealership. They 
are on the front line, with a tre-
mendous amount of pressure to 
deliver nothing less than a perfect 
job on a timely basis. That’s why 
it makes sense to plan the shop 
thoroughly, invest intelligently, 
and maintain continuously. 

This also means providing  
them with effective, modern and 
well equipped tech benches. Some 
dealerships provide the bare  

minimum — a bench — and then  
leave it up to the technician to 
provide the tool box. The more 
modern approach is to provide  
the tool box, bench (work surface) 
and storage. 

A good tech bench integrates the 
tools, equipment and technology 
used by the technician. It provides 
adequate storage and considers 
ergonomics that contribute to  
productivity. The functionality  
and aesthetic of the benches are 
also important, as more customers 
want to have visibility into your 
service area. 
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Proper and cost 
effective lighting7

There are  
often energy  
reducing incentive 
programs that can  
help offset the  
initial investments  
in more energy  
efficient lighting  
and technology.

Lighting is one of the most often 
overlooked aspects inside deal-
erships. We find this surprising 
because not only does it affect the 
look, mood and feel of your dealer-
ship, but also it is an area that can 
deliver significant cost savings 
over the lifespan of a building. 

Retrofitting lighting can bring 
back huge returns. There are 
often energy reducing incentive 
programs that can help offset the 
initial investments in more energy 
efficient lighting and technology. 
Consider adding light sensors on 

your dealership’s outdoor light 
poles to ensure the lights are only 
coming on when needed. It is also 
possible to integrate sensors that 
see how bright showrooms are  
depending on the location of the 
sun, and can turn lights off as 
required. These circuit controls also 
ensure that items such as computer 
monitors and photocopiers are all 
turned off outside of business hours. 
This can all add up significantly 
over time. Don’t underestimate the 
importance of proper lighting in 
your service area, either.

You walk by the same door to enter your dealership every 

day. What are you not seeing that your customers and staff 

are seeing?  Fix your blind spots, and improve your 
customer satisfaction scores — and watch your 
financial performance improve, too!

A regular contributor to Canadian auto dealer magazine, Monte Weis is President of Weis & Associates Inc., a building consulting firm serving the 
automotive industry since 1995, with a proven track record in real estate, planning and architectural design, interior design, project management  
and facility evaluations. Weis is also the owner of DealerCheck, a powerful facility inspection software tool custom built for dealerships. 


