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For others, 
IT’S A STORY OF THE CUSTOMER SERVICE 

THAT DELIGHTS THEIR CUSTOMERS.

And for others, 
IT COULD BE A STORY OF OVERCOMING GREAT ODDS; 

CREATING A GREAT PLACE TO WORK; PASSING THE BUSINESS 
FROM ONE GENERATION TO THE NEXT; CREATING A SALES 
ORGANIZATION ABOVE ALL OTHERS, OR ANY NUMBER OF 

POTENTIAL SUCCESSES THEY’VE LOGGED.

The greatest stories
ARE THOSE THAT SET ONE BUSINESS APART FROM THE 

COMPETITION. THEY’RE STORIES OF INNOVATION, HARD WORK, 
AND CONTINUOUS IMPROVEMENT. THEY DEFINE THE DIFFERENCE 
BETWEEN A WORLD-CLASS ORGANIZATION AND AN ALSO-RAN.
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Allison Souza

Sales Coordinator

Ocean House Marina

George Cantu

Salesman

The Sportsman

Your Name

Your Title

Your Dealership

What is your story? 
Or better yet, what could your story be, when your work has been completed?

No matter where you’re at along the way, the ending can still be written. 
Your story can still go down as one of the greatest.

The 2017 Marine Dealer Conference & Expo is your opportunity to author the  
incredible story you have envisioned. It’s your place to gain the insights you need 

to craft an all-new approach to managing and leading your business. It’s where you 
turn to power your sales upward. The MDCE is the starting point for setting yourself 
apart from all the other dealerships in your market. And it’s the one and only place 

you can go to create the strategy for the greatest business story ever told.

WELCOME TO THE 2017 MARINE DEALER CONFERENCE 
& EXPO. WHAT WILL YOUR STORY BE?

MDCE 2017• 3 

Read their stories at www.marinedealerconference.com/stories
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“They knocked it out of the 
park. I went down there  
thinking people were  
over-exaggerating about 
how great it is. They weren’t.  
I was very pleased with  
the level of knowledge  
that was there. “

– Ernie Ewing, Cabela’s

“We get so much out of it. We’ve been there forever and we’ll always be back.” 

– Brad MacArthur, Legend Boats

“I THINK HAVING EVERYTHING 
IN ONE PLACE IS THE ONLY 
WAY TO GET READY FOR THE 
UPCOMING SEASON. THE 
SPEAKERS ARE ENERGETIC 
AND SEEM TO PUT A FIRE  
IN EVERYONE.” 
– Steve Baum, Boat Owners Warehouse
 

“We haven’t 
been since it 
was in Las 
Vegas and this 
one was 
phenomenal.” 
– Tom Reid, Payne Marine

“The conference is a great way to reset your focus. It is great to 
meet and talk with other dealers from around the country who 
deal with the same challenges as you do, and you can pick up 
tips and ideas for dealing with these challenges you may not 
have thought of before. For someone in our exact industry, it is a 
wonderful resource. It is very specific to boat dealers and  
because of that, most of the content is completely relevant.”

– Susan Duquette, Lakeview Marine, Inc.
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TUESDAY, DECEMBER 12
 7 a.m. Registration Opens

 7:30 a.m. Expo Hall Opens 

 
 8 a.m. TRACK SESSIONS

 
Leadership: Make Customer Service Your  
Competitive Advantage / INTERMEDIATE /  

 
 

Sales: Use Technology to Sell More / FUNDAMENTAL /  
 

 

Marketing: Why Branding Matters and  
What to Do About It / INTERMEDIATE /  

 
 

Service Plus: Master the Write-Up / ALL SKILL LEVELS / 
 
 
 
 9:15 a.m. Continental Breakfast in Expo Hall    Sponsored by: CDK Global

SUNDAY, DECEMBER 10

 8 a.m. Exhibitor Set up in Expo Hall

 10 a.m. Registration Opens

 2 p.m. MRAA Premium Member Event 

 4 – 6 p.m.*  2017 MDCE Poolside Reception  
Sponsored by: First Approval Source

 6 – 10 p.m. MRAA Opening Night Awards Celebration

 

MONDAY, DECEMBER 11

 7 a.m.  Registration Opens

 
 8:15 a.m. MDCE PRE-CONFERENCE WORKSHOPS   
(Separate registration and fee required. Questions? Email michele@mraa.com)  

 8:15 – 9:45 a.m.

    The Service Department: From Nemesis to  
Competitive Advantage / FUNDAMENTAL /

 
 8:15 – 11:30 a.m.

    Amp Up Your Dealership’s Results / ADVANCED /  

    Create Your Own Customer Experience Blueprint / ADVANCED / 

    Use Key Performance Indicators to Rocket Your Sales / ADVANCED /

    The Passionate Marine Leader / ADVANCED /

    Maximize F&I Profits Regardless of Market Conditions / INTERMEDIATE / 

    Role Play: The Ultimate Sales Coaching Tool / INTERMEDIATE / 

    Show Me the Social Media Money / ADVANCED / 
 
 10:00 – 11:30 a.m.

    3 Steps to Mastering Service Efficiency / INTERMEDIATE / 

 
 11:30 a.m. Expo Hall Opens 

 11:45 a.m. DEALER-TO-DEALER ROUNDTABLE DISCUSSIONS

 2:45 p.m.   MRAA Annual Meeting & Special Presentation: Install a 
Culture of Training in Your Dealership 

 4 p.m.  MDCE Introductory Comments and Opening  
Keynote: How Digital Can Supercharge Your Business 
By Tim Sanders   Sponsored by: Smoker Craft, Inc. 

 6 p.m.  Networking Reception in Expo Hall 
Reception closes at 8 p.m.   Sponsored by: Ilmor

SCHEDULE

     SESSION 
   RECOMMENDATIONS
Find the workshops and sessions that best fit  
your skills and experience with the assistance 
of MDCE’s recommendations, provided for each 
educational offering. They include:

FUNDAMENTAL // Explores the basics, which serve as the 
building blocks on which all other strategies are built.

INTERMEDIATE // Allows those with several years of  
experience to further develop their skills. 

ADVANCED // Designed to help experts break through to  
new levels of success.

ALL SKILL LEVELS // Offers value to all attendees.

YOUR MDCE STORY
BEGINS HERE.

*Earlier start time
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 10:30 a.m. TRACK SESSIONS

 
Leadership: Put Your Lazy Assets to Work 
/ ADVANCED /

 
 

Sales: Sell More Boats with CRM Coaching / ADVANCED /

 

Marketing: Move Inventory Through Positioning  
and Promotion / INTERMEDIATE /

 
Service Plus: Coach Your Service Team  
for Success  / INTERMEDIATE / 

 
 
 12 p.m. “State of the Industry” Luncheon   Sponsored by: Volvo Penta

 
 2:30 p.m. TRACK SESSIONS

 
 Leadership: Pulverize Performance Problems 
/ ADVANCED / 
 
 

Sales: 100% Turnover to F&I: From Idea to Reality   
/ INTERMEDIATE /

 
 

Marketing:  Increase Closing Rates with  
Content Marketing  / ADVANCED /

 

 
Service Plus: Shop Talk: Master Communication  
Inside Service  / ADVANCED /

 
 
 3:45 p.m. Treat Break in Expo Hall   Sponsored by: MDCE Official Sponsors

 4:45 p.m. DEALER-TO-DEALER ROUNDTABLE DISCUSSIONS

 5:30 p.m.  Networking Reception in Expo Hall   
Sponsored by: Sea Ray Boats

 7:30 p.m. Young Professional Networking Reception

WEDNESDAY, DECEMBER 13
 7:30 a.m. Expo Hall Opens

 8 a.m. TRACK SESSIONS

 Leadership: How to Fix Your Phone Performance  
/ INTERMEDIATE / 
 
 

Sales: Get More People to the Desk / INTERMEDIATE / 
 

 

Marketing: What’s New in Digital and Why Should  
My Dealership Care? / FUNDAMENTAL /  

 

Service Plus: Increase the Profit of What’s  
Already on Your Lift  / ADVANCED /

 9:15 a.m. Continental Breakfast   Sponsored by: Correct Craft

 10:15 a.m. TRACK SESSIONS

 
Leadership: Take Control of Your Day  
/ INTERMEDIATE / 

 

 
Sales: How to Sell to First Time Boat Buyers  
/ INTERMEDIATE / 

 
 

 
Marketing: Bring in Business with Local  
Digital Marketing / FUNDAMENTAL /  

 

 
Service Plus: Keep Your Surgeons in Surgery  
/ FUNDAMENTAL /  

 
 
 12 p.m. Lunch in Expo Hall   Sponsored by: Regal Marine

 1:15 p.m. DEALER-TO-DEALER ROUNDTABLE DISCUSSIONS

 2-3 p.m. Expo Hall time

 3 p.m.  Closing Keynote / Leaders Take the Stairs: Creating a Culture 
of Discipline  By Rory Vaden   Sponsored by: Wells Fargo CDF

 3 p.m.  Expo Hall Closes

 6 p.m. Top 100 Networking Reception

 7 p.m. Top 100 Dinner & Gala Celebration

 10 p.m. Top 100 Gala Networking Reception

Please note: The Top 100 Dealers Program is an invitation-only event, 
open only to the Top 100 Dealers, Leadership Alliance members, the  
After Top 100 Networking sponsors and dealers who have purchased 
tickets in advance. RSVP required.  Non-Top 100 Dealers interested  
in attending can purchase tickets by contacting Susan Clement at  
sclement@boatingindustry.com with subject line: Top 100 Ticket. 

TUESDAY, DECEMBER 12 (CONTINUED)
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MRAA ANNUAL MEETING
AND SPECIAL PRESENTATION
 MONDAY, DECEMBER 11 / 2:45 P.M.

Install a Culture of Training in Your Dealership 
By Sam Dantzler, Garage Composites
/ ALL SKILL LEVELS / 

Your dealership does not need to fall victim to the workforce shortage crisis 
in our industry. There are steps you can take to impact the success of your 
personnel strategy, and it all begins with training. Did you know that the No. 
1 reason people leave their jobs is due to a lack of training? Many retailers 
never find the time to install a culture of training in their stores. They’re 
afraid they’ll train employees only to see them leave. Or they don’t know 
where to begin. The truth is, training should be an ongoing part of the job, 
not an “event” that takes place from time to time. With multiple avenues of 
training available to employers, installing a training culture is easier, more 
appreciated and more impactful than you may think. Join the MRAA at this 
special session for insights into how you can overcome the workforce 
shortage by implementing a training culture in your dealership today. 

WALK AWAY WITH: The MRAA Guide to Dealership Improvement,  
including templates and other tools to help you create and execute a 

custom training plan for your dealership. 

MRAA OPENING NIGHT
AWARDS CELEBRATION
 SUNDAY, DECEMBER 10 / 6 P.M.

You are invited to join us for the inaugural 
MRAA Opening Night Awards Celebration, an 
all-inclusive event for attendees of the Marine 
Dealer Conference & Expo. It will be held 
Sunday, Dec. 10, immediately following the opening night, poolside 
cocktail reception. The Awards Celebration will recognize dealership 
and personal achievement from around the boating industry. Join 
the MRAA, the MRAA Educational Foundation and our prestigious 
sponsors, as we kick off the 2017 MDCE in style with the Darlene 
Briggs Woman of the Year Award, an all-new Dealership Lifetime 
Achievement Award and several other awards and scholarships.

DEALER-TO-DEALER 
ROUNDTABLES
Thanks to rave reviews at MDCE 
2016, the Dealer-to-Dealer Round-
table Discussions are back TIMES 
THREE! Once again, you’ll have a 
chance to interact with other dealers 
who are facing similar challenges 
and opportunities, but this year it 
will become a core feature of MDCE 
with roundtable discussions offered 
Monday, Tuesday and Wednesday. 
Choose a topic, take a seat at the 
table, and learn from the experiences 
of dealers just like you. Also new for 
2017, the Dealer-to Dealer Round-
table Discussions allow you to dive 
deeper into the topic of the workshop 
or track session you just attended (or 
the one you wish you had attended). 



MDCE 2017• 9 

Opening 
Keynote Overview
 MONDAY, DECEMBER 11 / 4 P.M.

How Digital Can Supercharge Your Business
By Tim Sanders

For the last 25 years, digital technology has evolved, 
giving businesses tools to reduce costs, increase 
their customer base and serve customers better. 
With so many media outlets and marketing tools 
available, it has become overwhelming for most 
marine dealers to understand how to take advantage 
of the key opportunities they present.

Enter Internet pioneer and bestselling author Tim 
Sanders. During his keynote address, he’ll show how marine retailers can use 
digital technology to find and keep new customers, and secure tomorrow’s 
talent. By narrowing their focus to a few social networks where most recre-
ational enthusiasts get their information, dealers can reach new prospects, 
recruit new employees and improve their customer experience design.

Sanders will offer highly actionable advice on how to leverage customer 
media, inexpensive content and targeted social-ads to bring more clients 
through the door. He’ll show how to leverage social media marketing to 
attract new talent, and how to prioritize investments in Facebook, Instagram 
and LinkedIn. He’ll demonstrate how you can leverage social network pages 
to interact with and learn from customers. Finally, he’ll talk about the link 
between social networks and digital review sites, and how you can streamline 
online customer service efforts.

By the end of Sanders’s keynote, you’ll be 
equipped with the tools to take advantage of this 
digital opportunity, and you’ll be chomping at the bit 
to rewrite your personnel processes to incorporate 
today’s emerging technologies. 

Closing 
Keynote Overview
 WEDNESDAY, DECEMBER 13 / 3 P.M.

Leaders Take the Stairs: Creating a Culture of Discipline
By Rory Vaden

Companies that make the leap to greatness have 
an almost fanatical mindset and mission of mak-
ing short-term sacrifices for a long-term vision. 
It drives every part of their business, including 
accounting, hiring, training, leadership, marketing 
and more. But if you look in MBA curriculums or 
HR training programs, you won’t find anything that 
teaches leaders this pivotal skill. 

During this high-energy Closing Keynote, you will learn practical 
steps for infusing your organization with a mentality of discipline from 
entrepreneur, keynote speaker and best-selling author Rory Vaden.

After hearing Rory’s challenging and thought-provoking speech,  
you and your leaders will:

   Develop stronger systems of accountability for measuring activity  
and results.

   Critically evaluate every instance of company spending.
   Have a game plan for popularizing the paradigm of discipline within 
the organization.

   Be equipped to clarify the “Pain Paradox” for their team to get buy-in.
   Enthusiastically adopt and model an attitude  
of discipline.

    Be more disciplined and Take the Stairs more often 
in the mall, the airport, the dealership and all life 
situations.

The MDCE Learning Lab is back by popular demand, offering the ultimate educational 
experience. Prepare yourself for a trifecta of professional development opportunities 
conveniently located on the Expo Hall floor. In the Learning Lab, you will:

   Gain one-on-one access to leading experts who can answer your most pressing ques-
tions in the areas of leadership, sales, service, marketing, finance and insurance.

   View virtual training prepared exclusively by MDCE speakers for attendees like you.
   Pick up educational materials to take what you learn back to your dealership. 

Stay tuned to www.marinedealerconference.com for announcements 
regarding this year’s featured experts and schedule.

LEARNING LAB

Sponsored by: Sponsored by: 
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Expo Hall 
The MDCE Expo Hall. It’s where more than 1,000 industry leaders like you make opportunities come to life.  
It’s where you start connections, share insights and find solutions that will impact your business for years to 
come. Join forces with manufacturers, suppliers and service providers who want simply to help you become 
more successful. Expo Hall access is included in your Full Conference Registration.
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SPEAKERS AT MDCE

David Martin 
The Mar-Kee Group

Bob McCann 
MRAA

Jim Million 
Professional Resource 
Group, Inc.

David Parker 
Parker Business 
Planning

Tim Sanders 
Deeper Media Inc.

Jordon  
Schoolmeester 
Garage Composites 

Samantha Scott 
APR, Pushing the 
Envelope

Myril Shaw 
First Approval Source

Marcus Sheridan 
The Sales Lion

David Spader 
Spader Business 
Management

John Spader 
Spader Business 
Management 

John Spence 
John Spence Inc.

Theresa Syer 
Syer Hospitality

Rory Vaden 
Southwestern  
Consulting

Liz Walz 
MRAA

Aaron Weiche 
Get Five Stars 

Valerie Ziebron 
VRZ Consulting

Kirk Armstrong 
Armstrong Sales 
Coaching

Sam Dantzler 
Garage Composites

Rich Delancey 
Level 5 Advertising 

Tony Gonzales 
Garage Composites 

Matt Gruhn 
MRAA

Mike Markette 
Zenith Dealer  
Solutions

YOUR MDCE 
STORY

BEGINS HERE.
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8:15 – 11:30 A.M. / ADVANCED / 

Amp Up Your Dealership’s Results
If you’re driven to take your dealership to the next level, you won’t want to miss 
this hands-on “organizational effectiveness” workshop from Wharton Professor 
and MDCE Veteran Presenter John Spence. The term “organizational effec-
tiveness” is corporate speak for the measurement of your dealership’s ability 
to perform each of its core functions with optimal levels of input and output. 
Ironically, leaps forward in organizational effectiveness are more beneficial for 
small businesses than big companies, given their limited budgets and resources. 
During this action-packed course, you will gain access to several self-assess-
ment audits that will help you develop a clear picture of how your business is 
doing now and where it could be more effective and focused. Those audits will 
cover such topics as: communications, customer focus, teamwork, leadership, 
accountability and delegation. By John Spence, John Spence Inc.

WALK AWAY WITH: A greatly enhanced understanding of your business 
and a specific action plan you can implement immediately to increase your 

dealership’s efficiency, effectiveness and success. 

8:15 – 11:30 A.M. / ADVANCED / 

Create Your Own Customer Experience Blueprint
In the age of the empowered customer, people are over-stimulated and over-en-
tertained, and they want to feel valued and appreciated for doing business with 
you. They want to do business with customer-centric organizations. Experiential 
levels of service are a defendable competitive advantage, and they earn cus-
tomer loyalty, word of mouth and increased share of wallet. This workshop will 
help you understand how your business can become truly customer-centric, by 
identifying and analyzing your Customer Experience Cycle. It will help you see 
the experience better from your customer’s perspective. It will help you under-
stand how to deliver a seamless journey that exceeds customer expectations 
and compels them to tell others about you, providing a blueprint to help shift 
your team’s mindset so they deliver consistent and sustainable levels of experi-
ential service. By Theresa Syer, Syer Hospitality

WALK AWAY WITH: A clear understanding of the Customer Experience Cycle, 
the ability to measure the current level of your customer service vs. where 

you must elevate it to achieve a competitive advantage, and a blueprint to help you 
shift your team’s mindset from completing the task at hand to making an emotional 
connection with your customer.

8:15 – 11:30 A.M. / ADVANCED /

Use Key Performance Indicators to Rocket Your Sales
If you’re looking for ways to sell more at higher prices, it’s time to consider Key 
Performance Indicators. They can help both individual salespeople and sales 
managers forecast, set sales goals and increase sales results. In addition, they 
are a powerful coaching tool that can be used to create high-impact compen-
sation packages that motivate your sales team. In this workshop, learn how to 
build blueprints for successful sales activities; implement proper “leading and 
lagging” sales indicators; predict sales more accurately; “Set and get” higher 
sales goals; and track sales activities to drive more sales.  
By Kirk Armstrong, Armstrong Sales Coaching

WALK AWAY WITH: Examples of how other companies have put key perfor-
mance indicators to work, a list of potential KPIs and a KPI template you can 

customize for your business.

8:15 – 11:30 A.M. / ADVANCED /

The Passionate Marine Leader
Passionate employees, led by passionate leaders, produce outstanding results! 
That’s why it’s so important that the roles in your dealership are well-matched to 
you and your team members. Come to this workshop to explore one of the most 
important areas affecting your leadership effectiveness. You’ll learn how to craft 
a role best suited to your passions and put others in the right seat, the true cost 
of passionless leaders and employees, how to predict whether someone will be 
passionate about their job (including yourself), why style (DISC) is NOT enough 
for a successful job fit, and how to manage the two types of work that could sink 
your career. Workshop registrants: Prior to this session, you will have the oppor-
tunity to complete an online assessment that profiles key aspects of your own 
motivation. By David Spader, Spader Business Management

WALK AWAY WITH: A deeper understanding of the three types of workplace 
motivation and how to use them effectively.

8:15 – 11:30 A.M. / INTERMEDIATE /

Maximize F&I Profits Regardless of Market Conditions
Interest rates go up. Interest rates go down. Demand goes up. Demand goes 
down. Regulations get tighter. Regulations get looser (sometimes). In the midst of 
it all, and no matter what happens, what can you do to maximize F&I profit? In this 
workshop, you will learn several principles to make your F&I profit market-condi-
tion-proof. From minimizing fixed F&I costs to exercising appropriate compensation 
policies, and from staying ahead of regulatory conversation to developing cooper-
ative relationships with local lenders, if you want to strengthen your F&I business, 
this workshop is for you. By Myril Shaw, First Approval Source

WALK AWAY WITH: Current and trending lender rates; sales scripts to help 
you drive revenue; compensation guidelines that drive effective behaviors; 

and two white papers to help you master the principles you learn.

PRE-CONFERENCE WORKSHOPS

MONDAY, DECEMBER 11

(Separate registration and fee required.)

“WE WENT [TO MDCE] MOSTLY FOR THE 
EDUCATION. WE WERE ABLE TO GET A LOT OF 

ADVICE IN ONE PLACE. IT WAS PRICELESS FOR US.”
– Ryan Patton, Mitchell Marine, Inc.

3-HOUR: $185 NON-MEMBER / $145 MRAA MEMBER
1.5 HOUR: $139 NON-MEMBER / $109 MRAA MEMBER $
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8:15 – 11:30 A.M. / INTERMEDIATE /

Role Play: The Ultimate Sales Coaching Tool
Role play is the most powerful teaching method in the manager’s arsenal. Un-
fortunately, many handle it incorrectly, treating role play as a game of “gotcha,” 
which becomes counter-productive. In this workshop, we will discuss the psy-
chology behind role play that makes it such an effective learning tool; the areas 
of the sales process that require role play; the ideal times of the day/week to role 
play; a foolproof method to handle role play for maximum success; and how to 
reduce resistance from salespeople. During this workshop, the audience will be 
actively involved in role playing, trying out the strategies they’re learning with 
each other to illustrate how fun, easy and productive it can be. You will never 
view role play the same again. By David Martin, The Mar-Kee Group

WALK AWAY WITH: Role-playing tips and techniques managers can use with 
their sales team. 

8:15 – 11:30 A.M. / ADVANCED /

Show Me the Social Media Money
Social media is still a hot topic as it relates to dealership marketing; however, 
there is a lot of confusion about how to effectively use it and determine its value. 
In this workshop, attendees will go beyond just posting to Facebook and Insta-
gram, learning advanced skills for:
   Matching performance results to goals, objectives, and budgets;
   Setting budgets – how much is enough, or too much for advertising, etc.;
   Tracking with Google Analytics: leads, referrals, keywords and conversions;
   Watching the customer buying cycle, addressing customer funnels on 

your website even if you don’t offer e-commerce; and
   Determining the content your audience wants and when they want it.
By Samantha Scott, APR, Pushing the Envelope

WALK AWAY WITH: A Google Analytics Tip Sheet and Google Analytics 
Conversion Goal Setup Process. 

8:15 – 9:45 A.M. / FUNDAMENTAL /

The Service Department: 
From Nemesis to Competitive Advantage
If you’ve ever thought of your Service Department as a necessary evil, this work-
shop is for you. You don’t need to know the first thing about spinning a wrench 
to have an efficient and proactive shop that grows customer loyalty and dealer-
ship profitability, according to service department guru Valerie Ziebron. Designed 
specifically for owners and general managers, this course will provide practical 
tips that you can quickly implement to create a well-run shop that provides your 
dealership with an incredible competitive advantage. During this workshop, 
Ziebron will explain the key differences between sales and service; provide easy-
to-apply principles that have worked for other dealerships; explain what metrics 
upper management should be keeping an eye on – and how to quickly and easily 
do it; and share golden nugget best practices that can remove common barriers 
and tap into your team’s true potential. By Valerie Ziebron, VRZ Consulting

 
WALK AWAY WITH: Guidance on how to introduce incentive-based 
pay, simple ways to track efficiency, what to do when service work 

slows down, and an employee survey to take your shop to the next level. 

10 – 11:30 A.M. / INTERMEDIATE /

3 Steps to Mastering Service Efficiency
Most dealers who take success in the Service Department seriously have 
considered strategies for increasing efficiency. Perhaps they measure and even 
incentivize technician efficiency. They might have a service menu. And they 
probably have tried to align their parts and service processes. However, leaders 
in service department efficiency will tell you that the most impressive results 
come from mastering the execution of the basics. For example, it’s not enough 
to have a service department menu. What makes the difference is how well you 
use it. During this workshop, you’ll learn how to take the fundamentals of service 
department efficiency to a whole new level. You’ll leave with a checklist to guide 
you in the way you sell service work, better measure and reward efficiency, and 
refine your parts and service processes.  
By David Parker, Parker Business Planning

 
WALK AWAY WITH: A service department efficiency checklist to help you 
identify your strengths and weaknesses.

PRE-CONFERENCE WORKSHOPS

MONDAY, DECEMBER 11

(Separate registration and fee required.)

“I have attended MDCE for the past  
five years, and I come back to work with 
fresh and exciting ideas every time. My 

staff sees the difference upon my return.” 
– Yves Lavallee, Legend Boats

3-HOUR: $185 NON-MEMBER / $145 MRAA MEMBER
1.5 HOUR: $139 NON-MEMBER / $109 MRAA MEMBER $
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Leadership
Track
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 TUESDAY, DEC. 12TH

8 – 9:15 A.M. / INTERMEDIATE /

Make Customer Service Your Competitive Advantage
In this fast-paced, impersonal, high-tech world, there is an opportunity to truly 
connect with your customers and create stronger loyalty and advocacy. But 
first you’ll need to engage them, complete with feelings, personal attention and 
experiential levels of service. We call this the human factor and it’s an essential 
function for any business wishing to thrive. In this session, you will learn the six 
components that make up your customer experience and how you can create 
an employee development plan to help them make emotional connections with 
customers. Capitalize on the emotions that help the brain make decisions —  
including buying decisions, of course — and help your customers write boating 
stories that memories will be made of. By Theresa Syer, Syer Hospitality

WALK AWAY WITH: A clear understanding of the difference between good 
service and experiential service, fresh insights and techniques to provide a 

more emotional approach to customer engagement, ideas to position your brand with 
a much higher level of emotional service delivery, making your customers feel valued 
and appreciated for their patronage.

10:30 – 11:45 A.M. / ADVANCED /

Put Your Lazy Assets to Work
What would you do if your salesperson hadn’t closed a deal in a year? Or a 
tech who couldn’t finish the most basic job on time? You’d fix ’em or let ’em go, 
right? Most dealers would agree with that, but those same dealers are often con-
tent to let hundreds of thousands (or even millions) of dollars in assets like boat 
inventory, parts and accessories, equipment, and even cash, under-perform year 
after year. This session will help you discover your “lazy assets” that have be-
come silent drags on your business, and give you ways to monitor and correct 
them in order to create maximum efficiency and cash flow. You’ll improve profits 
now, while simultaneously preparing your business for a potential downturn 
when these lazy assets could cause you more harm. And we’ll explore case 
studies of actual high-, low- and average-performing dealers.  
By John Spader, Spader Business Management

WALK AWAY WITH: The key asset metrics you should be managing for high 
performance and a checklist to assess the productivity of your assets.

2:30 P.M. – 3:45 P.M. / ADVANCED /

Pulverize Performance Problems 
Management guru Peter Drucker once said, “The ability to make good decisions 
regarding people represents one of the last reliable sources of competitive 
advantage, since very few organizations are very good at it.” This is especially 
true when dealing with problem employees. This session will guide you through 
a proven, five-step process to address the most common problems managers 
face when dealing with employees.  
By David Spader, Spader Business Management

WALK AWAY WITH: A five-step process to address any performance issue 
and the six most common management mistakes. 

 WEDNESDAY, DEC. 13TH

8 – 9:15 A.M. / INTERMEDIATE /

How to Fix Your Phone Performance 
In today’s increasingly automated world, it has become critical to get personal 
interaction with your dealership’s prospects and customers right. Your first 
chance to do that is often when they pick up the phone to call you, and yet data 
shows that few marine retailers consistently meet caller’s expectations, result-
ing in lost opportunity. During this in-depth session, you’ll learn how to create 
exceptional customer experiences on the phone that lead to higher sales and 
customer retention rates. By Mike Markette, Zenith Dealer Solutions

WALK AWAY WITH: An easy-to-implement self-assessment to evaluate your 
own performance, an industry benchmarking report with best practices and 

phone skills training resources. 

10:15 – 11:30 A.M. / INTERMEDIATE /

Take Control of Your Day
By definition, management means getting things done through others. However, 
many managers struggle to effectively delegate tasks to their team members, 
and instead, they end up doing the work themselves, which distracts them from 
their No. 1 responsibility — maximizing dealership profitability. With so many 
spinning plates in retail today, it’s easy for a leader to get derailed. The solution? 
Excellent people performing over the top of excellent systems. Learn the key 
tasks you should be executing each day to have the greatest impact on your 
business’ success and how to set up your dealership so that you can focus  
on them. By Tony Gonzales, Garage Composites

WALK AWAY WITH: A General Manager’s Daily Dozens list that can be 
immediately implemented in your dealership.  

Leadership
Track

“I enjoyed learning and finding out what other 
dealerships are doing. That’s probably why I 

liked the breakout sessions so much.” 

– Angela Brayton, Lakeview Marine, Inc.
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 TUESDAY, DEC. 12TH

8 – 9:15 A.M. / FUNDAMENTAL /

Using Technology to Sell More
Never before has it been more difficult to reach our prospects and customers. 
Technology such as voicemail, caller ID, email and texting can make it even 
harder to get people to respond. In this session, you will gain insight into the 
newest techniques for getting text-backs, call-backs and email answers from 
your prospects. Learn what the best tactics are for phone, voicemail, email and 
text prospecting. By Kirk Armstrong, Armstrong Sales Coaching

WALK AWAY WITH: A list of technology “Do’s & Don’ts,” sample templates 
with language for email and texting, and examples of good and bad messag-

es to be shared across different social media and technology platforms.

10:30 – 11:45 A.M. / ADVANCED /

Sell More Boats with CRM Coaching 
Are you and your salespeople frustrated with your CRM system and the lack of 
return on your efforts? Attend this session to help you learn the proper approach 
to using a CRM solution in the boat business and to motivate your team to adopt 
the program so everyone wins. Gain simple answers to your CRM troubles and 
turn the technology into your game film that will give you the insight to effectively 
coach your staff to more sales. By Bob McCann, MRAA

 
WALK AWAY WITH: The tools to build a custom game plan that will turn 
around your CRM efforts and sell more boats.

2:30 – 3:45 P.M. / INTERMEDIATE /

100% Turnover to F&I: From Idea to Reality
The concept of 100 percent turnover of the customer to the finance & insurance 
department is nothing new. But few dealers actually accomplish it. During this 
session, learn the right words for your sales team to introduce finance and in-
surance; the most effective approach for cash customers for both unit sales and 
F&I profit; and the sales strategy your team can use to address tough questions 
regarding rate and term with customers – before anyone knows rate or term. Be-
lieve it or not, all of this can be achieved while reducing stress for the customer 
and maximizing dealership profits. By Myril Shaw, First Approval Source

WALK AWAY WITH: Scripts your sales team can use to prepare for the 
turnover, scripts your finance and insurance professionals can use to accept 

the turnover and initiate the appropriate conversations, and a white paper called: 
Turnover Techniques That Work – Stress Down, Profit Up.

 

 WEDNESDAY, DEC. 13TH

8 – 9:15 A.M. / INTERMEDIATE /

Getting More People to the Desk 
There are only two reasons why we don’t get more people to the desk: Either we 
didn’t ask them to come, or we asked and they said, “no.” Either way, it simply 
didn’t feel right for either the staff or the customer. The first step in analyzing 
what went wrong is knowing how many chances you had to sit someone down, 
and then look at the reasons it didn’t happen. When humans feel “right,” they 
are much more apt to go along. Learn how to help them “feel right” to get a cus-
tomer to the desk. Then learn how to use the “sit-down” to convert more lookers 
into buyers. By Tony Gonzales, Garage Composites

WALK AWAY WITH: An explanation of the top reasons customers will not sit 
down, a process map that explains how to make it simple to ask to sit down, 

and a few word tracks to set staff up for success.

10:15 – 11:30 A.M. / INTERMEDIATE /

How to Sell to First-Time Boat Buyers
With first-time buyers on the decline, it’s important to understand that the model 
for customer acquisition is changing. Fueled by research from Discover Boating, 
take the next step by identifying what these buyers want in their first engagement 
with dealers and how to deliver it for them. This session will cover changes to 
both the sales process as well as marketing techniques that are designed to help 
you sell more boats. By Sam Dantzler, Garage Composites 

WALK AWAY WITH: A heat map with first-time buyers married up to personali-
ty profiles and sales process tweaks relative to the stages of the heat map.

Sales
Track

“I got a lot out of [MDCE]. 
Each track had a lot of 
good information and 
speakers. It’s good to
get out and recharge

your batteries.” 
– Steve Grimm, Ocean Marine Group
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 TUESDAY, DEC. 12TH

8 – 9:15 A.M. / INTERMEDIATE /

Why Branding Matters and What to Do About It 
Tired of the pressure to compete on price? Struggling to stand out in your mar-
ketplace? It may be time to rethink your branding strategy – or create one for the 
first time. During this session by business strategy guru John Spence, you’ll learn 
how branding is different from marketing and advertising and what it takes to cre-
ate a unique and compelling brand that will become your most valuable asset. 
By John Spence, John Spence Inc.

WALK AWAY WITH: Templates and tools you can use to create a brand 
platform for your marine business.

10:30 – 11:45 A.M. / INTERMEDIATE /

Moving Inventory Through Positioning and Promotion
Moving inventory is the name of the game, but did you know that how you 
present it could be holding you back? In this session, attendees will learn how 
to best position their inventory and promote it including: Photography best prac-
tices, descriptions and positioning (keywords to promote consideration/buying), 
targeted outreach – existing customer base and new customers, digital tips cov-
ering email, social media and forums, plus more! 
By Samantha Scott, APR, Pushing the Envelope

WALK AWAY WITH: Tips for persuasive messaging, including product  
descriptions and keywords to use and avoid, and product photography.

2:30 – 3:45 P.M. / ADVANCED /

Increase Closing Rates with Content Marketing
Content marketing can be the greatest sales tool in the world. If your dealership 
knows how to properly use it. So says Marcus Sheridan, a small business 
owner who used content marketing to turn his retail store around during the 
recession. In his presentation, Sheridan will not only explain the powerful effect 
great content has on the buying process, as well as the impact it has on leads, 
appointments, closing rates, but he’ll show you how to use it to get the results 
you’re looking for. By Marcus Sheridan, The Sales Lion 

WALK AWAY WITH: The guidance you need to create a content marketing 
strategy that dramatically increases your dealership’s closing rates. 

 WEDNESDAY, DEC. 13TH

8 – 9:15 A.M. / FUNDAMENTAL /

What’s New in Digital and  
Why Should My Dealership Care?
Digital has changed more in the last 12 months than it did in the 48 months 
before that. If you are having trouble keeping up, you are not alone. Even the big-
gest “digital geeks” are having trouble staying on top of all of the new technol-
ogy. This seminar will bring you up to speed on the latest changes and how they 
impact your dealership. While SEM, SEO, RLSA and more will be discussed, 
there is no IT degree required for this presentation. This is a plainly spoken, 
easy-to-understand explanation of what new technologies you can use to sell 
more boats, accessories and service repair orders. 
By Rich Delancey, Level 5 Advertising

WALK AWAY WITH: A list of the new digital mediums that exist for  
dealers, how to use them to drive more leads and how to prioritize them  

in order of importance.

10:15 – 11:30 A.M. / FUNDAMENTAL /

Bring in Business with Local Digital Marketing
In today’s digital marketing universe, so many options exist: Search, mobile, so-
cial media and many others, but where should you focus? In this session, you’ll 
explore what your dealership can and should be doing with a local digital market-
ing strategy. As part of a comprehensive digital marketing case study, you’ll find 
out how one retailer spent its marketing budget and what actually drove results 
for the store. By the end, you’ll understand the Key Performance Indicators and 
outcomes for local digital marketing, which will help you make decisions on 
where to spend your time and money. By Aaron Weiche, Get Five Stars

WALK AWAY WITH: An understanding of what you should be measuring in 
your local digital marketing efforts.

Marketing
Track

“The marketing-based sessions 
I attended were very helpful in strategies

I felt were important, and they 
enlightened me to some new ones.” 

– Kevin O’Reilly, Yachting Solutions
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 TUESDAY, DEC. 12TH

8 – 9:15 A.M. / ALL SKILL LEVELS /

Master the Write-Up
The write-up is far more than simply generating a work order. It builds (or 
breaks) customer confidence and trust in the entire dealership, and it makes 
(or breaks) profitability. Miscommunication at write-up is the No. 1 cause of 
comebacks, and so often, it is preventable. This session will look at what master 
advisors do to build rapport, identify needs, make recommendations, address 
concerns and reach agreement with the customer, one write-up at a time. When 
the write-up is done well, the shop runs smoother and more profitably. 
By Valerie Ziebron, VRZ Consulting

WALK AWAY WITH: An effective write-up coaching tool, 10 things that should 
be on every work order, and tips for overcoming common service objections.

10:30 – 11:45 A.M. / INTERMEDIATE /

Coach Your Service Team for Success
Coaching isn’t easy. And while coaching in the service department can be par-
ticularly challenging, retaining your service employees and maximizing their per-
formance has never been more critical, particularly in today’s technician-starved 
job market. This session will help you understand the fundamentals of good 
coaching and develop a coaching action planning playbook for your team. This 
simple yet effective system includes a temperament-based grid you can use to 
learn how to apply coaching styles to different team members while keeping the 
integrity of the team intact and ramping up motivation and performance. 
By Jim Million, Professional Resource Group, Inc.

 
WALK AWAY WITH: A coaching action planning playbook, including handouts, 
videos and exercises you can bring back to increase performance.

2:30 – 3:45 P.M. / ADVANCED /

Shop Talk: Master Communication Inside Service
Communication is one of the most important components to a profitable, pro-
active dealership, but it often feels like a drag. We know we need to share our 
goals with the team, bring up challenges and solutions, and get everyone on the 
same page. But who has the time, what’s the best way to do it, and what do you 
say? This session will provide you with easy-to-use tips and tools to help you 
plan internal shop communication. You’ll leave knowing how to keep your team 
on track and drive continuous improvement in your shop with short, effective 
communications. By Valerie Ziebron, VRZ Consulting

WALK AWAY WITH: An easy-to-use shop communication template, an  
effective strategy for keeping meetings positive, a list of suggested  

communication topics and 10 tips for dealership meeting success.

 WEDNESDAY, DEC. 13TH

8 – 9:15 A.M. / ADVANCED /

Increase the Profit of What’s Already on Your Lift
If a boat isn’t sold today, we can try again tomorrow. But if we don’t sell all of 
our available labor hours, we’ve lost that revenue forever. How do we success-
fully add more hours to every invoice? This session focuses on the science of 
selling and how this process can be engrained into the conversation of every 
service writer or advisor. It’s time to get more than just the low-lying fruit. 
By Jordon Schoolmeester, Garage Composites

WALK AWAY WITH: A sales process you can adopt to increase your service 
sales and profits.

10:15 – 11:30 A.M. / FUNDAMENTAL /

Keep Your Surgeons in Surgery
The surgeon doesn’t roll in his own patient. He doesn’t administer the anesthet-
ics. He doesn’t stage the scalpel, forceps or gauze, and he certainly doesn’t 
clean the bed pan during recovery. The surgeon’s tasks are extremely special-
ized so that the less complicated tasks can be accomplished by nurses as the 
surgeon goes on to help the next patient. Similarly, in a marine dealership, the 
technician’s labor hours are the most profitable product being sold. Just like in 
a hospital, we must optimize the technician’s time in order to produce cash flow 
that is the lifeblood to the dealership. Attend this seminar to gain the tools to run 
your service department like an operating room. 
By Jordon Schoolmeester, Garage Composites

WALK AWAY WITH: A repair order road map and an efficiency checklist.

service PLUS
Track

“IT WAS OUR FIRST TIME THERE. 
WE WERE VERY IMPRESSED WITH 

EVERYTHING WE TOOK AWAY.  
EVERYONE SAID THEY LEARNED A LOT.”

– Frank Ferraro, Nautical Ventures Group
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HOST HOTELS:
Conveniently located on the famous International Drive, the Rosen Centre Hotel and Rosen Plaza Hotel set a 
spectacular standard of hospitality, service and value. With an MDCE Group Rate of just $164, these premier hotels 
offer a highly respected professional staff and outstanding accommodations. Convenient to the Orange County 
Convention Center via the Rosen Centre Skywalk (Rosen Centre) and Gary Sain Memorial Skybridge (Rosen Plaza), 
they are ideal headquarter hotels with convenient access to MDCE in Halls West A1 and A2. The International Drive 
location offers cuisine for every palate within a short distance of the hotels.  

Rosen Centre: For Reservations, call 800-204-7234 by 5 p.m. EST Monday, November 20, 2017. 
Rosen Plaza: For Reservations, call 800-627-8258 by 5 p.m. EST Monday, November 20, 2017. 

This group rate is available to MDCE registrants on a first-come, first-served basis and may sell out before this date. 

EVENT REGISTRATION:

SUPPLIER/MANUFACTURER FULL CONFERENCE PASS – $995                             SOCIAL REGISTRATION & DAY PASSES – Available onsite
MRAA members save $75 per person 

WHEN YOU ARRIVE: When you arrive at the 2017 MDCE, you can pick up your registration badge starting Sunday, December 10, at 10 a.m. at the Orange County 
Convention Center – West Building, outside of Hall A1 and A2. The MDCE Expo Hall is closest to the Rosen Centre Hotel. 

FULL CONFERENCE RETAILER PASS
EARLY BIRD RATE $484 ($524 AFTER SEPT. 22, 2017) 
This pass includes unlimited access to all educational sessions on 
Monday afternoon, Tuesday and Wednesday. It also includes access to 
the MDCE Expo Hall, the networking cocktail receptions, breakfasts and 
lunches per the MDCE schedule. 
THIS PASS DOES NOT INCLUDE PRE-CONFERENCE WORKSHOPS, 
WHICH REQUIRE A SEPARATE REGISTRATION FEE. 

MRAA RETAIL MEMBER / 
FULL CONFERENCE RETAILER PASS
Early Bird Rate $424 ($449 after Sept. 22, 2017) 
This pass, available only to retail members of the Marine Retailers 
Association of the Americas, is discounted $75 and includes all the 
benefits of the Full Conference Retailer Pass. 
THIS PASS DOES NOT INCLUDE PRE-CONFERENCE WORKSHOPS, 
WHICH REQUIRE A SEPARATE REGISTRATION FEE.

REGISTER AT MARINEDEALERCONFERENCE.COM Questions? Retailers: Call 763-315-8043. Manufacturers/Suppliers: Call 763-383-4409.

“I wanted a different view 
on what we are doing. The 
Q&A side helps out a lot. 
That part of it makes it 
great. You can’t buy that.” 
– Keith Meisner, Iguana Watersports

“WE ARE BRAND NEW, SO THIS WAS THE 
PERFECT PLACE FOR US TO MEET PEOPLE 
AND SEE HOW WE COMPARE. I LEARNED A 
LOT, AND THAT WAS MY MAIN GOAL.” 
– Jack Blodgett, Lifestyle Wake

“I liked the round
table discussions.
Just 8-10 people on
a subject, exchanging
where they are at.
Being able to share
your best practices
was productive.” 
– Paul Silansky, Strong’s Marine

“I thoroughly enjoyed the 
Expo Hall. I enjoyed the 
spotlight stage ... set up off 
to the side and had mini 
sessions in between all of 
the other stuff.” 

– Holly Riffe, Austin Boats & Motors

“I did a lot of meet and greet while there. 
They had a great group of people  
representing their products in the Expo Hall.”

– Matt Schmidt, Hagadone  
Marine Group

Please note: There are several Rosen Hotels, two 
of which are located on International Drive – each 
adjacent to the Orange County Convention Center.  
MDCE is being held in conjunction with the  
Rosen Centre Hotel and Rosen Plaza Hotel  
on International Drive.


