Introduction:

Statement of Situation:

In recent years more and more individuals, as well as families, have chosen to purchase larger cars, sport utilities vehicles, or trucks, instead of mid-size or economy cars.  This means that the automotive industry has had to adapt its equipment in order to produce and maintain these types of vehicles.  Automotive repair shops, in particular, have had to adapt by upgrading their current servicing equipment or by purchasing new equipment in order to meet the needs of these customers.  One obvious feature of these now larger vehicles is a larger wheel, to accommodate their increased size and weight.  And when it comes to wheel repair and maintenance, repair shops need a wheel-balancing machine.  

Snap-on is one company that manufacturers and distributes this type of large and expensive machinery to automotive servicing centers, like Parkway Chrysler.  Since many Chrysler vehicles, such as the 2003 Dodge Ram and the 300M Special, now come with a standard 20inch rim, Parkway Chrysler is in need of wheel balancing machine with the capacity to service a wheel of this size, given that its current wheel balancing machine can only accommodate wheels up to 16inches in diameter.

Statement of Purpose:


The purpose of this report is to research and analyze the needs and 

wants, in terms of servicing, tools and equipment, of Parkway Chrysler in 

preparation for the next sales call.  Snap-on’s goal is to build a long-term, mutually beneficial relationship with all of its customers.  Realizing that in order for Parkway Chrysler to be satisfied and benefit from this relationship, Parkway’s customers must be satisfied with its service.  Thus, they must have the right equipment and tools to get the job done effectively and efficiently.


Through research, Snap-on must determine what equipment and services Parkway Chrysler needs, so it can meet the needs of its customers.  This report provides information on how Snap-on can collaborate with Parkway Chrysler to achieve these goals.  


By building a relationship with Parkway Chrysler, there is also the opportunity for Snap-on to build a relationship with Parkway’s service technicians, each of whom will own $15,000-20,000 in servicing tools throughout their careers, providing Snap-on the opportunity to build its customer base.  

Statement of Scope and Sources of Information:


This report examines how to strengthen the relationship between Snap-on and Parkway Chrysler by researching and analyzing the industry environment, Parkway Chrysler, Snap-on products, Snap-on’s competition and anticipate customer objections.  


The information contained in this report has been obtained through primary resources, such as interviews conducted with a Snap-on sales representative, Parkway Chrysler’s equipment purchaser, and a Parkway automotive technician.  Secondary resources, such as Snap-on’s website and catalogue and competitors websites, were also used for report.  

Results of the Study
Industry Knowledge

As will be shown, the demand for automotive tools and machinery is derived from the highly competitive automotive manufacturing industry.  Since the demand is derived, it is important to look at the automotive manufacturing industry to see how it derives demand for automotive servicing centres and how these two aspects combined ultimately affect the automotive tool and machinery industry.
Demographic Factors

Once a family or couple has decided to purchase a vehicle there are a few key characteristics that play a role in the decision making process: safety, comfort, and performance.  With the increasing growth of suburban populations, individuals are looking for a vehicle that will take the entire family from one end of suburbia to the other in comfort, even through the roughest Canadian weather.  

The automotive industry has successfully answered the needs of these consumers with vehicle categories like the SUV and Quad-cab Truck.  Even automotive manufacturers like KIA to Porsche, who have not previously offered these categories, are adding new models of SUV’s to their lineup hoping to attract new customers and increase profits.  

“Global revenues in the automotive industry rose 10% to 

16.2 Billion, because of robust Sport Utility sales.”  

(Autoweek.com)

As vehicles are continuously changing, servicing centers are in constant need of tools and equipment that will enable them to keep up with the changing internal and external aspects of new cars.  As cars change so do the tools needed to fix and service them, creating a continuous demand for products sold by automotive tool and machine suppliers. 

Economic Conditions


Owning a reliable vehicle is important to most consumers.  As a result, they are willing to “find” the money needed in order to purchase a dependable, and physically appealing car.  Manufacturers don’t make it difficult for consumers either, by providing low interest rates, and zero percent financing, consumers are enticed to spend a high percentage of their disposable income on purchasing and maintaining their vehicles.  

In today’s society, people look at vehicles as both luxury and necessity.  In poor economic times, such as a recession, people will spend less on vehicle upgrades and maintenance.  In an economic slump, consumers may even downgrade from their SUV (which is expensive and has poor fuel economy) and choose a smaller less expensive car than desired.  However, in prosperous economic times, when people feel comfortable about spending more of their disposable income, vehicles become a luxury.  In these times of growth, consumers tend to spend more and stretch their budgets further in order to buy a larger vehicle for their family. 
Social and Environmental Forces


Almost as much emphasis is placed on buying a vehicle as is buying a home.  Although the investment is not as large, cars are a vital part of everyday life for most people, not unlike their homes.  Individuals invest a substantial amount of time, effort, and consideration in their car purchase, showing the social and cultural importance of owning a reputable vehicle.  An SUV or Quad-cab Truck does not only represent a higher quality product for most consumers, but a better quality of life.  A lager vehicle means no more cramming the kids and suitcases in for family vacations, it means sitting comfortably at the drive in, and it means not having to worry about seating when they pick up grandma and grandpa from the airport at Christmas.  Among many things, larger vehicles represent safety, comfort, and luxury, and this is how consumers believe that others perceive them, when they are in their vehicles.

If individuals do not have the finances to buy new cars, cars with slightly different mechanics than previous models, then the technology needed to fix these cars will not change.  The more disposable income people have, the higher the demand will be for advancements in automotive technology and thus, the higher the demand will be for superior tools a machines to maintain these vehicles.  

Environmental Factor

Automotive manufacturers are facing mounting pressure to reduce the emissions excreted by SUV’s and other large vehicles, due to a great deal of social concern surrounding their high pollution ratings.  Car manufacturers worry that this factor could deter current buyers and decrease future sales.  So, they have decided to collaborate their efforts to diminish this upset by ultimately changing the way emissions are produced.  This change would also mean a change in the way emissions are tested at the service center level.  Doing this will require service centers to purchase new machinery to accommodate these changes and meet the needs of their customers.

Technology


Today’s car consumer demands technology.  They demand the latest and most beneficial technology to increase their quality of life.  For this reason car, manufacturers are in constant battle to introduce new technology to their consumers and say; “we invented this to make your life easier, safer and more pleasant”.  A current concern for the SUV and Quad-cab truck market is the high fuel economy of these types of large vehicles.  The potential loss for car manufacturers, for these classes of vehicles in a time of economic hardship, is immense.  With this comes the threat of government legislation that will boost fuel economy standards for SUV’s: 

“Auto makers warn that tougher standards would force 

them to stop making some sport utilities or alter them 

in ways that would displease consumers.”  (Autoweek.com)

“They will rely on fuel saving technologies and new vehicles 

that looks like a SUV, but make use of more efficient car 

platforms and power trains.”  (Autoweek.com)

However, fuel saving technology is very expensive, and everything that has been created to date has been much too expensive to put on the market.

Summary of Industry Knowledge

“Canada’s automotive industry is one of the most successful

and competitive in the world…and makes an important 

contribution to the Canadian economy…the industry invests 

more in plant and equipment than any other manufacturing

industry in the Canadian economy.”

Ultimately any one occurrence in the automotive industry will cause a chain reaction.  When technology is changed by one manufacturer, it is quick adapted by every other major automotive producer.  In a 16.2 Billion dollar a year industry, manufacturers cannot afford to loose sales due to out dated technology.  Today’s car consumer wants innovation when it comes to their vehicles and innovation costs money.  It costs money to produce and it costs money to maintain, and automotive servicing centers have no choice but to adapt their machines so that they can support the changing technology of vehicles and met the needs of there customers.  These factors combined are the pulse of the automotive tool and machine industry with any one change having the potential to affect sales and success. 

Company Knowledge


Snap-on has demonstrated their leadership abilities since 1923, by providing top quality tools and equipment to thousands of automotive technicians and service centers.  In addition, Snap-on is a favored supplier to countless industry leaders, who rely on Snap-on to solve their industry problems with innovative solutions.  One of Snap-on’s partners in solution is NASA.  NASA relies on Snap-on’s custom made featherweight tools to repair broken satellites and other equipment in space.  


Snap-on understands that its tools make other businesses successful.  Snap-on want to know what its buyers need, and work with its customers until a solution is found.  

“Snap-on Industrial can’t produce every tool needed in today’s

 industry, be we can solve that problem by going into partner-

ship with the Worlds Best Brands to supply those tools.  

Because as a supplier, we need to go beyond what we 

manufacture, partnerships with other quality manufacturers is 

a powerful means of supplying the tools and equipment you 

need.”  (Snap-on Industrial catalogue, 1999)

By being one of the world’s largest industrial machine and tool suppliers, Snap-on representatives are able to meet with 40% of the world’s vehicle fleet, in the USA, Canada, United Kingdom, Japan and Australia, every week.  

Snap-on pioneered the concept of sales representatives going to the buyer’s place of business.  Because of this convenience, buyers never have to worry about calling a Snap-on representative about concerns or purchase requests, because they meet face to face on a weekly basis.  By meeting at the place where Snap-on tools and equipment are being used Snap-on representatives are able to talk to the users directly and answer any of their questions by demonstrating the product to them.  

As technology changes, so does Snap-on.  Over the years, Snap-on has expanded their product line to include; hand tools, power tools, automotive diagnostic and shop equipment, tool storage products, and other tools to solve many technological problems that arise in industry.  

Polices and Procedures:
· Financing/Credit

When a company decides that they need a certain machine or product, they need it right away.  This means that when it comes to company’s finances they may choose a company’s product solely because of financing options.  So, even a companies finances needs to be competitive.  Snap-on recognizes that different customers, who buy different products, need different financing terms.  Some need monthly, quarterly or yearly payment plans.

“Our broad-base experience across diversified industries has 

allowed us to design cost-effective financing programs for 

small, midsize, and large companies looking to solve budget 

problems, meet new standards, or gain productivity.”

(Snap-on Industrial, catalogue, 1999)

· Delivery

Delivery of Snap-on products depends on the size of the product.  Each week when the Snap-on sales rep visits their buyers, they arrive in a company van, filled with small size equipment and machinery.  The company, technicians, and employees can buy these products for business or personal use.  For larger equipment Snap-on has a 30-day delivery policy (unless otherwise communicated).  All items are shipped through UPS, using the manner chosen by the customer and any accident that results in loss or damage of the product is the responsibility of Snap-on.  If customers choose a different carrier than they assume the responsibility for loss or damage.  

· Warrantee

“Snap-on warrants to Customers who use the Product in their 

business that the product is free from defects in workmanship 

and materials.  Snap-on will repair or replace Product which 

fails to give satisfactory service due to defective workmanship

and materials….Snap-on DOES NOT provide any warranty for: 

(1) Product labeled other than Snap-on or Blue Point; or 

(2) Product subjected to abnormal use.”  (Snap-on website)
· Customer Support

Snap-on offers several 1-800 support lines, making themselves available to address various types of customer questions and concerns immediately.  Some of these hotlines include; a technical support number, a customer service number, and a automotive hoist and lift number.  In addition to offering these support lines Snap-on also offers one-on-one support by having the same representative visit its customers on a weekly basis, where they can offer demonstrative support and answer any questions about current products or future purchase plans.  

· Pricing

For large purchases, prices are not usually discounted, however value is sometimes added by offering the consumer accessories to go along with the equipment, at no extra cost.  Snap-on Industrial believe that competitive pricing and superior quality is more valuable to their customers than discount pricing.

Product Knowledge


Snap-on Industrial manufactures and supplies thousands of products, such as; hand tools, power tools, industrial tools, automotive diagnostic equipment, and automotive shop equipment, to almost every type of industry in the world.  One industry, very important to Snap-on, is the automotive industry, accounting for a very large percentage of sales.  Figure 1.0 shows the product features, advantages, and benefits of a wheel-balancing machine, one product that Snap-on could sell to an automotive repair shop.  

Figure 1.0 

Wheel Balancing Machine
	Feature
	Advantage
	Benefit

	Rim Diameter Range is 10 – 24 inches

(note:  any wheel repair requires the wheel to be balanced afterward)
	Vehicles are getting bigger and so are their wheels.  Previous wheel balancers only accommodate wheels up to 17 inches in diameter
	· Customer no longer has to send larger wheels (over 17inches) to another repair shop to be balanced

	Same as above (

	One tool needed for small, midsize, and large vehicles
	· Requires less space in the service bay.

· One piece of equipment to maintain.  

· Less money for shop

	Accuracy of Balance

.1 oz or 1 gram


	This sensitive reading will allow the balance to be more accurate 
	· Easier for technicians to get “perfect” balance, in less time

	Software: Rim offset and Rim Diameter


	Readings entered automatically with distance gauge
	· Technicians need less time to complete wheel balance, which saves money and allows tech. to move on to other vehicles

	Accessory storage on Wheel Balancer


	All accessories are kept in one place
	· No lost or misplaced accessories.  

· No expense for replacement parts

· Technicians always have proper equipment at their fingertips



Although Snap-on sells various wheel-balancing machines, this particular computerized Balancer allows the user to perform the maximum number of tasks with a single piece of equipment.  This is because this machine can accommodate both large and small size wheels, allowing the user of the product to work on almost any size car light truck or motorcycle.  Figure 1.1 shows the value chain that Snap-on’s service, and product support adds to its products.

Figure 1.1

Snap-on Support and Service

	Feature
	Advantage
	Benefit

	Weekly Meetings


	Snap-on sales rep. can address questions or concerns as they arise
	· Customers need not worry about finding the time to set up a meeting  

· Customers can meet with s rep. in a comfortable setting.

	Weekly Meetings


	Can demonstrate products to customers.  
	· Customers learn how to use new tools and machines first hand

· Customers can test the products out

	Weekly Meetings


	Helps to build the relationship between seller and buyer


	· Snap-on has a better idea of what the customers needs

· Because sales rep. Is in the buying environment he can make suggestions for solutions to problems, even before the customer asks



	1-800 numbers


	Increases two communication between seller and buyer
	Technical Support:

· Customer can easily access a computer expert 

Customer Service:

· Customer can always talk to someone about questions or concerns

	Loose Financing terms


	Customers buy different products for different uses,  they need different financing options
	· Customers do not have to forego buying a product (that could help to increase productivity and expend their business) because they don’t have the current finances

· Customer has the option of do they: want to pay yearly, quarterly or monthly.


Snap-on works very closely with each of its customers, because each of its customers has different needs.  Snap-on call their sales representatives “Solutioneers”, because they find solutions to industry problems and because of this, Snap-on is making its way to becoming a one-to-one marketer by customizing its products to meet customers individual needs.  Although this is extremely difficult, with a company of this size, Snap-on believes that there is no better way to sell to their customers than one-to-one.  

Competitive Knowledge


It is extremely difficult for competitors to compete directly with Snap-on, considering it is a leader in the automotive tools and machine industry.  Snap-on has been developing partnership since it first opened its doors and when it comes to an industry where the products are virtually the same, it is hard for competitors to break the relationship Snap-on has with its customers.  Figure 2.0 illustrates the features, advantages, and benefits of Snap-on’s Wheel Balancing machine compared to Eagle Equipment, one of its competitors.

Figure 2.0

Snap-on Wheel Balancer compared to competition

	
	Snap-on
	Eagle Equipment

Accu-turn 5100

	Feature
	1) Rim Offset and Rim Diameter are automatically entered by touching the distance gauge to the rim

2) Tire Hood – to protect user from mud and dirt while wheel is spinning

3) Comes with light truck mounting kit and quick Motorcycle adapter

4) Three easily accessible accessory hooks

5) Rim capacity of 24 inches

6) Accuracy of balance is 0.1 oz
	1) Rim Diameter must be entered manually

2) No Tire Hood

3) Motorcycle balancing mode

4) Four accessory hooks on side of machine

5) Rim Capacity of 25 inches

6) Accuracy of balance is .035 oz

	Advantage/

Disadvantage
	1) Easier for user and less possibility for mistake

2) Lessens chance of injury

3) Easy adapters allow for different jobs to be done

4) Equipment is never lost

5) Can do jobs on larger vehicles

6) The more accurate the better the job
	1) Less accurate reading

2) Increased chance of injury to user

3) Can easily adapt to make fit for motorcycle

4) Accessories are easy to reach by user

5) Can accommodate even larger wheel sizes

6) More accurate than most other balancer

	Benefit/ Damage
	1) Job is done correct the first time]

2) Creates a safer work place

3) No need for two or three machines

4) Time is never wasted on looking for right tools

5) Competitive advantage

6) Increased accuracy means less “rattle” in the vehicle
	1) Possibility for human error

2) Workers may be injured on the job

3) Customer can take on more business

4) All users know where accessories are

5) Competitive advantage

6) More accurate, less noise, happier customers are


Figure 2.1 compares Snap-on’s product support and service to that of Eagle Equipment.

Figure 2.1 Service and Product Support

	
	Snap-on
	Eagle Equipment

	Features
	· 1-800 Number

· “Customize” payment plan for consumer

· Weekly meetings

· Weekly meetings 
	· 1-800 Number

· Strict payment plan and no financing

· No personal contact

· No personal contact 

	Advantages/

Disadvantages
	· Available technical support and customer service hotline

· Retain customers because they can met their financing needs

· Company spends a lot of time in the customers working environment

· Learns how to satisfy customer needs well
	· Available to answer questions regarding installation, maintenance, operation or servicing

· Loose customers because they can’t pay expensive equipment all at once

· Never sees customers one-to-one

· Will never learn how to satisfy customer needs

	Benefits/ Damage
	· Customers can ask their questions immediately

· Company understands customers needs

· Can build a strong relationship with customers

· Will retain loyal customers
	· “Factory” trained technicians

· Company is not concerned about its customers financing issues

· Can not build any relationship with customers

· Customers have no loyalty, may change to competitor easily



This is where Snap-on differs from its competition, in the service category.  Snap-on relies heavily on feedback from its customers.  The company realizes that the only way to satisfy you customers needs is to know them well, and Snap-on is committed to building strong relationships with each of its customers, evident by the services it offer.  In no other company will a sales representative visit the customer’s work place on a weekly basis.  It is evident from figure 2.0 that the products offered in the automotive tool and machine industry are quite paralleled, with no real defining difference in the actual product.  Snap-on understands this and strives to define its competitive advantage, not only by the quality of products offered, by the quality of service.  

Customer Knowledge

Parkway Chrysler is an individually owned car dealership and service center and is one of many Chrysler dealerships in Mississauga and the surrounding area.  Since each dealership is individually owned it means that Parkway is in competition with every other dealership in the area, including other Chrysler dealerships.  Unfortunately, Parkway is not one of the most reputable dealerships in this area and one of its fiercest competitors is not the Meadowvale Ford next door, it is Ontario Chrysler, less than 20 minutes away, who are known for their exceptional customer service and honesty.  


Since the majority of the Parkway’s sales do not come from new cars, but from the service department, it is important that Parkway can fully meet the needs of its customers, since there are so many other dealerships in the area.  This means that one major buying motive is to FULLY mean the servicing needs of its customers.  One simple example of this is Parkways emissions testing machine.  Chrysler has one, but the Ford dealership next door does not, so Ford bring its customers cars, that need to be emissions tested, over to Chrysler for them to do it.  Although this seems like an easy solution, it costs Ford money.  Chrysler currently does this with wheels over 17inches in diameter, since their wheel balancer cannot accommodate them.  Parkway is still meeting the needs of its customers, but at extra and inconvenience to them.  


Ultimately it is the owner, of the dealership, who decides which tools and machines will be bought for the service center.  However since he is not as knowledgeable as the service manger, who is in the servicing bay everyday, the service manager first determines the need to buy a piece of equipment and then brings a proposal to the owner, who will either approve or reject the offer.


There are not many personal buying motives for the service manager, but there is another factor that weighs heavily on the decision to buy, that is becoming a FIVE-STAR Chrysler.  Chrysler Canada gives all Chrysler dealerships and Service Centers the opportunity, if they pass inspection to add the title FIVE-STAR to their name.  This title tells customers that the dealership is one of the finest in quality and service that Chrysler has to offer.  This inspection is so strict in fact, that Parkway has failed it 2 times in the last six months.  For the service manager this title would mean not only a better reputation, possible increased business, for the dealership, but also himself and possibly an increase in salary.

Snap-on’s Wheel Balancing Machine, as related to the buying motives and needs of Parkway Chrysler:


· Parkway needs to be able to service all of its customers cares 100% of the time, without having to rely on another dealership to do part of the job.
· This is what it has to do with its current wheel-balancing machine. 

· Snap-on’s Wheel-balancing machine will allow its customers to balance small and large wheel sizes, from both small and large vehicles
· Since Parkway is a smaller dealership, they need one machine to do many jobs.
· Snap-on’s Wheel-balancing machine will allow its users to eliminate its old wheel balancer, easily using one to do many jobs
· Parkway is desperately to become a FIVE-STAR dealership
· With the partnership of a Snap-on representative at the dealership each week, he/she might be able to make suggestions for products that Chrysler could use to increase productivity, increase safety and become a FIVE-STAR dealership.
· Parkways service manager does not have the time, let alone the time every week, to go out and investigate new machinery on the market and contact different sales representatives in order to buy the tools and machinery needed for the shop.
· Snap-on goes to its customer to offer top quality products, requiring less time and effort on behalf of the customer
Anticipated Objections
What happens if a buy a wheel-balancing machine from you and it malfunctions?

Snap-on recognizes that when its customers are working with computerized equipment, no matter how superior the quality, there is always the possibility of malfunction.  So, Snap-on provides its customers with a variety of support hotline, so that their questions or concerns can be answered immediately and the issue can be resolved.  This support service offers 1-800 numbers for technical support, customer service information and hoist and lift assistance.

We certainly do not abuse our equipment, but we do use it under strenuous conditions?  What kind of warrantee do you offer on your products?

Of course we offer a warrantee on all products with the Snap-on name, what would we be saying about our products if we didn’t?  Since you are looking at purchasing a wheel-balancer, and all of our balancers are made by our company I can tell you that there is an excellent warrantee.  We stand behind our quality and if any Snap-on manufactured product does not provide exceptional service due to defective workmanship or materials, we will repair or replace it at our expense.

I understand that your products are competitively priced, but can you give us the lowest price?

As an industry leader, focused on quality, we try not to add value to our products by discounting their price, but we do understand that you, as a consumer, are looking for the best value and of course we want you to get the most for your money.  We, as a company, are continuously looking for solutions for all of your industrial needs and we feel that we can better serve all of our customers, not just by selling them a product, but by selling them a total solution.

I already have a wheel-balancing machine.  Why do I need a new one?

Well, when you have a 300M with wheel problems and you need to balance the wheel when you’re done, you send it to another repair shop, right?  Well, with this new balancing machine, you wouldn’t have to send it out.  You may think it takes little effort now, but what it the other repair shop damaged it, or didn’t have time to balance it right away.  Wouldn’t your customer be upset?  You can’t control what happens to that wheel when it leaves your shop.  Why take the risk?  This wheel-balancing machine eliminates the need for your old model, so all you need is one machine.  One machine to do every wheel.  Isn’t it your goal to serve your customers total needs?

Why should I choose to buy a wheel-balancer from you and not your competitor?

Other companies may offer a similar product, but you won’t find the kind of value you get from Snap-on anywhere else.  Do you know of any other company that will come to your business once a week, every week?  Snap-on is your total solution provider.  Since we are one the oldest tool and machine manufacturers in this industry and it is because we have been around so long that we have gotten to know our customers so well.  We believe that that is the only way to satisfy our customers, to know their wants and needs well and to then satisfy them.

