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Greetings Members, Supporters, and Friends,

Happy New Year! I want to take a moment and revisit 2022. We had a challenging year. However, with your support and our 
association being the catalyst for Ford Minority dealers across the United States, I believe that 2023 will be a stellar year 
for our members going forward. 

First, I want to take this moment to thank our outstanding partners, Ford Motor Company, and Ford Motor Credit Company. 
When we look back at our growing relationship with Ford and increasing the minority count for dealers, we are seeing the 
fruits of our success. I am happy to report to you that we had the largest percentage increase in the minority count for the 
entire industry. AV Fleming and I were able to speak to various medium outlets sharing information about our collective 
success. What we are impressed about is the fact that Ford is not resting on its laurels. 

We still have an aggressive goal to increase the minority dealer count in 2023 as well. For those dealer candidates that 
receive information from us, please stay in close contact with the Candidate Identification Coordinators (CIC) who report 
to Ms. Yolanda Stewart, Minority Dealers Operations (MDO) Manager. Ms. Stewart works closely with our association and 
is a great resource for us when it comes to minority dealer opportunities. 

We understand how important it is to have a well-trained staff. We will continue to make that a priority for our members 
in 2023. We have been able to provide you with world class training from the National Automobile Dealers Association 
(NADA), and Nichols, Campbell, and Morrow (NCM) Associates. I am proud to report that we will have ongoing training 
from NADA and NCM Associates in 2023. If you do plan on using any of our training opportunities, please reach out to Mr. 
Osvaldo Garcia Jr, at our Ford MDA Office. The training slots are based on first come first serve with limited slots available 
for each dealership. Our training opportunities does not stop there. From our other vendor partners, such as CDK and 
AGWS will continue to provide key webinars and informational literature that will help you to be informed and continue to 
grow your dealership. 

We are in the final negotiations of securing our facilities for our Ford MDA Conference in Washington, D.C. We will have a 
save the date information out to you soon. As an association, we believe that we need to keep our Congressional partners 
aware of our success and challenges as we continue to grow our business in the very dynamic retail automobile space. 

Our board members are geared up to serve on various committees to ensure that we are moving our mission and strategy 
forward. We have also solicited the assistance of some of our members to sit on our committees with Ford and Ford Motor 
Credit as well.   

It is also part of our strategy as an association that we will constantly be on the lookout for opportunities to share with our 
members. In fact, we are starting to see opportunities that are pouring into the Ford MDA office. And for any reason, if you 
are contemplating selling your dealership, please let us know. The information you provide us with is confidential. Thank 
you for your continued support of our association. Again, we look forward to having a great and successful 2023.

Sincerely,

Robert Valdes, Chairman

Message from the
Chairman
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Connect with us
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Executive Director
Message from the

Greetings Dear Members and Supporters,

Fanny Mariena is somebody that you may not heard 
a lot about because, she is not one who is portrayed 
in mainstream media or mainstream politics. But 
I believe that she will make her voice heard in the 
future because she appears to be a woman of action. 
Ms. Mairena founded, Latinas En New York (LENY). 
The organization is a platform for Latinas to create, 
expand and grow their businesses. Ms. Mairena 
once said, “Face challenges, fear, and frustration by 
seeking out knowledge and opportunities for growth.” 
Fanny’s words describe what our association is 
facing in the marketplace and how we are moving 
forward in these challenging times.

During 2022, Ford Minority Dealers Association’s 
objective was to provide knowledge. The board 
made a conscious decision in 2022 to increase the 
training budget for our members to take advantage 
for the management team and employees alike. To 
help dealers improve their bottom line, Ford MDA 
continues to support its 20 group. We may have to 
start another 20 group in the future based on the 
proximity of dealers wanting to join the group. We 
also encourage our dealers to join other 20 groups if 
there are no slots for our 20-group available. 

We still maintain a Ford MDA office that handles the 
day-to-day operations of the organization. With the 
leadership of Ms. Dee Suber, we keep an up-to-date 
list of our membership and vendors that is shared 
with our members. There are times when getting 
information is imperative to a dealer’s decision-
making process. You will find Ms. Suber capable of 
helping our dealers out when they need information. 
When vendor’s wanting to get a pulse on what is on 

our dealers’ mind, they turn to Ms. Suber. Ms. Suber 
keeps an archive of surveys that are sent out from our 
office so that we have a reference point for information 
if needed. 

One way that we attempt to keep you informed on what’s 
going on within Ford Motor Company, Ford Motor 
Credit Company, and all our vendors is through our 
newsletter which is put out quarterly. Our newsletter 
has been in existence for over 30 years between our 
various organizational changes. The Ford MDA team 
will continue to provide you with knowledge and 
educational content that will help your management 
team and employees build their knowledge base.

In 2022, we felt that there was a need to refresh our 
website for internal and external use. As social media 
becomes more dominant in our retail automotive 
space. Osvaldo Garcia Jr. led the team with overhauling 
the website. The goal was to make the website 
more interactive and when customers are looking 
for vehicles, the customer can find which minority 
dealer is closest to them so that they can make their 
purchase. There are times when dealers cannot make 
a conference call or wants to review a webinar, etc. 
The staff will archive all pertinent documents that will 
be available for the dealer on demand. 

The staff will continue to work with our vendors that 
have resources to share with our members. We will 
also archive information that we receive from our 
vendors. We are continuing to make the process 
smoother when it comes to downloading archive 
information. Also, if one just wants to view information 
on the site one will have that capability as well. 
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As part of our bylaws requirement, we are to hold 
a membership meeting each year. In 2022 it was 
no different. We held our membership meeting in 
May, in California. The meeting was a success. We 
continue to bring Ford executives to our meeting 
and providing us with a Town Hall format which is 
moderated by our chairman. Candid questions 
are asked by the dealership body that will help 
our members with profitability and issues that will 
directly impact our members. This year there was 
a focus group style meeting held where 10 dealers 
met with Brand e executive management so that 
we could provide our input on how  rolling out of 
Brand e is going to affect our dealer body. By having 
a conference is another way that we keep ourselves 
relevant as a collective group to Ford, Lincoln, and 
Ford Credit.

When one looks at our dealer body in terms of 
profitability, the minority dealers outperform the 
majority dealers every time. In 2022, this was the case 
again. We also had an opportunity to recognize our 
members in various categories that were company 
leaders. We look forward to having another great 
conference in Washington, D.C. Please be on the 
lookout for the save the date coming to you soon.  

As a line group association within the retail 
automotive space, we often collaborate with other 
similar entities. Our board and staff are in constant 
contact with NADA. Often there are situations that 
encompass all dealers from all OEMs. Our goal is to 
keep a pulse on what is going on in the industry and 
provide input from our association’s viewpoint which 
is critical to our members. We can provide input to 
NADA directly to the committees that we serve on. 
Those committees are the Operations Committee 
and the Public Relations Committee. We have an 
opportunity to provide the committee with input that 
not only help all dealers but minority dealers as well. 

NAMAD has been the bellwether for championing 
minority dealer issues over the decades. In 2022, our 
Ford MDA board and Ford dealers are instrumental 
in providing leadership to NAMAD. The last three 
chairman of NAMAD are Ford dealers. Two of our 
board members serve on the executive committee 

for NAMAD. Further, all our executive board members 
serve on the NAMAD board providing, input, guidance, 
and direction of the organization. As you know by now 
that NAMAD has a new president, Mr. Hugene Fields. 
Our board members were part of the process of hiring 
the new president of NAMAD from the beginning to 
the end. 

We see that most of you attended the NAMAD 
conference in 2022. The conference in Miami was 
second to none, the information shared was timely and 
provided dealers tools that they could take back to the 
dealership immediately. Ford Motor Company had an 
informal meeting with potential dealers. The meeting 
had over 30 candidates in the audience. Candidates 
heard from Ford and Ford Credit executives on how 
they could improve their chances on becoming a Ford 
dealer. The informal meeting was a great success, 
and we plan on holding another meeting this year.   

In 2022, Mike O’Brien’s MDO assignment are now the 
responsibility of Mr. Christopher “Chris” Thornton, 
Manager, US Sales Strategy. Mr. Thornton brings 
with him over 20 years of experience with Ford 
Motor Company. Chris has hit the ground running 
taking over the responsibilities from Mike O’Brien. 
Ms. Yolanda Stewart replaced Ms. Zenaida wright in 
MDO. Ms. Stewart is now the Manager of MDO. We 
believe that with Chris’ and Yolanda’s assistance we 
will continue to move the association further as we 
serve our members and strive to be the best minority 
dealer group in the industry in 2023. 

In 2023 and beyond, it is our goal to continue improving 
tools and resources for you to be profitable. Further, 
we want to continue the momentum we harnessed 
over the years. We pray that you and your families are 
staying safe during these challenging times. Also, that 
your employees, their families, and friends are safe as 
well.

Best Regards,

Dr. A.V. Fleming, Executive Director
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Ford Credit would like to thank the Ford MDA and its member dealers 
for another successful year! The year proved to have its challenges, but 
together we navigated the business environment and our minority dealer 
body continued to thrive and grow. 

Our joint efforts continued with support of the annual conference, 
quarterly liquidity BPR meetings, dealer support programs and a focus 
on communication so we could continue to strengthen our already strong 
relationship.

We thank you for your continued support of Ford Credit and Lincoln 
Automotive Financial Services, and we look forward to many successes 
together throughout 2023!  

Craig Carrington  Miguel Brookes Jim Mullen 
EVP, North America & IMG VP, US Brand & Dealer Relations 
 Product Marketing  
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Loyal returning customers can be one of the 
greatest assets in maximizing your dealership’s 
profitability and performance. In fact, research 
indicates that consumers are 76% more likely 
to buy their next car from the dealership they 
regularly visit for service on their present car. 

However, customers who defect can be tough to 
win back. To help you with this difficult but worthy 
task, here are some proven tips you can use to win 
back lost customers to your dealership. 

Why customers leave dealerships
When customers stop doing business with your 
dealership, their exit increases your business’s 
attrition rate. This metric is the number of 
customers lost by the end of the quarter divided 
by the total number of customers you had at the 
start of the quarter.

The three main reasons why customers leave 
dealerships are:

• Dissatisfaction: With so many options 
available, customers have a low tolerance for 
long waits, lack of communication, or reduction 
in service quality.

• Situational changes: Lifestyle and location 
changes can prevent a customer from 
continuing to patronize your dealership.

• Competition: Competitors can lure your 
regular customers away with lower prices, more 
services, or a better customer experience.

By Solera Insights Team

How your Ford 
Dealership Can Win 
Back Lost Customers 

Frequently, dissatisfied customers are very 
problematic because they rarely address their 
problematic customer experience directly with 
their dealer. But they will likely talk about their bad 
dealership customer experience with 9 to 15 other 
people. Plus, this negative word-of-mouth has 
the potential to spread through social media and 
business review websites.

How to win them back
Fortunately, most unhappy customers leave 
because of solvable problems. Use these tips to 
get a second chance to make these defectors loyal 
customers again. 

Lure customers back with incentives
Since your inactive customers are already familiar 
with your dealership’s services and products, an 
enticing discount may be all you need to get them 
to return.

With the help of automotive CRM software, you 
can send personalized texts or emails to a specific 
group of inactive customers. A dealer CRM and 
marketing software makes this action possible by 
allowing you to divide your customer base into 
segments.

Advanced marketing services allow you to target 
owners of your OEM vehicles who have received 
service at an aftermarket location in the last 6-12 
months. It also helps you locate inactive customers 
by searching customer activity in the service center 
database. 
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Streamline operations
Your dealership’s efforts to win back customers 
shouldn’t end when they show up for service. 
Most customers have elevated customer service 
expectations that demand the best in your dealership 
operations and systems. Automating processes 
can increase your remarketing conversion rate by 
optimizing your dealership performance CRM. 

If your auto dealer CRM is properly optimized, you 
can track and respond to customer activity anytime 
or anywhere. It also allows you to follow-up with 
customers, provide regular inventory updates, 
efficiently manage test drive activities, collect digital 
signatures, and provide a live dealership customer 
interaction center.

As a result, you can quickly address any customer 
concerns along the way.

Focus on the premium defectors
In remarketing, premium defectors are your 
dealership’s highest-grossing customers over the last 
two or three years. Identify this customer segment 
by monitoring long-term repurchase activities and 
finding the biggest spenders in your customer 
database.

You can target premium defectors in your remarketing 
campaign for special service deals, loyalty rewards 
programs, service reminders, and other personalized 
email and social media messages.

Offer time and money-saving benefits
Saving customers time and money never go out of 
style as an enticement to get repeat business. By 
requiring customers to set up a service appointment 
by phone or a personal visit, you could be opening a 
door for your competition.
Use your dealership CRM software to let your 
customers schedule appointments from anywhere. 
You can also offer other advantages like providing 
alternative transportation or presenting a 
complimentary vehicle inspection report.

Making your customer remarketing plan work
It is critical that you track, report, and review your sales 
and service metrics. By accessing your dealership’s 
real-time analytics, dealership performance CRM 
software makes this task much more manageable. By 
retargeting your past and current customers using 
advanced marketing, you can share promotions and 
incentives through display and social media ads when 
they are ready to service their vehicles.

Learn the benefits of our car dealership CRM software 
and Marketing solutions at Solera and how using 
this two-pronged approach can help your dealership 
maximize both sales and retention.
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• Taking out a large loan or incurring other debt,
• Sizable changes in the value of your assets,
• Sale or purchase of a principal residence or second 

home,
• Your retirement or the retirement of your spouse,
• Receipt of a large gift or inheritance,
• Sale of a business interest, or
• Changes in federal or state income tax or estate 

tax laws.

As part of your estate plan review, examine the critical 
components — including the key legal documents incor-
porated within the plan.

Update your letter of instruction
As you review your estate plan, be sure to reread your 
letter of instruction and make any necessary revisions. 
Although a letter of instruction isn’t legally binding, it can 
be incredibly useful.

The letter may provide an inventory and location of assets; 
account numbers for securities, retirement plans, IRAs 
and insurance policies; and a list of professional contacts 
that can help your heirs after your death. It may also be 
used to state personal preferences (for example, specifics 
for funeral arrangements).

Prepare for a new year
Don’t put off your estate plan review any longer. Identify 
any items that should be changed and arrange to have 
the necessary adjustments made soon after 2022 arrives, 
if not sooner. We can help you complete your review and 
make any needed updates.

Hopefully, you already have a sound estate plan in place 
to protect the interests of your heirs and minimize poten-
tial estate tax liability. But that doesn’t mean you’re com-
pletely in the clear. You can’t just fill out the paperwork, 
lock up the documents in a file cabinet or store them 
electronically, and forget about it. Consider your estate 
plan to be a “work in progress.”

Notably, your circumstances could be affected by certain 
life events that should be reflected in your estate plan. 
And the plan should be reviewed periodically anyway to 
ensure that it still meets your main objectives and is up to 
date. Although you can examine the plan whenever you 
choose, the end of the year and the start of a new year 
is often an opportune time for individuals to take stock of 
their situations.

Reflect life-changing events
What sort of life events might require you to update or 
modify estate planning documents? The following list isn’t 
all-inclusive by any means, but it can give you a good 
idea of when changes may be required:

• Your divorce or remarriage,
• The birth or adoption of a child or grandchild,
• The death of a spouse or another family member,
• The illness or disability of you, your spouse or 

another family member,
• When a child or grandchild reaches the age of 

majority,
• When a child or grandchild has education funding 

needs,
• Changes in long-term care insurance coverage,

Prepare for a New Year by 
Reviewing your Estate Plan
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Visit the Focus Audiences Resource Site often for new resources and information. 

Questions? Email us at focusaudiences@forddealerdashboard.com

New Year. New Opportunities.
The New Year brings many opportunities for reaching new audiences and is a good time to 
reevaluate what your dealership is doing to connect with Focus Audiences. Start 2023 strong 
by assigning a Focus Audiences Champion at your dealership and planning ahead to recognize 
important cultural moments. 

Having a Focus Audiences Champion can help ensure reaching Focus Audiences remains a priority 
throughout the year. Go to the Champions page of the Focus Audiences Resource Site and click on 
the Add Champions link to assign or modify a Champion. 

Also, consider recognizing and celebrating important cultural moments through in-store events 
and social media to engage with various audiences in your community. Here are some noteworthy 
cultural moments happening in the first quarter of 2023: 

MARCH

Women's History
Month
International

Women's Day8

FEBRUARY

Black 
History 
Month

JANUARY

Martin Luther 
King Day16

22 Chinese 
New Year

Prepare for a New Year by 
Reviewing your Estate Plan
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NEWEST 

MEMBERS TO 

FORD MDA
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NEWEST 

MEMBERS TO 

FORD MDA

Bill Harris Auto
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The family-owned Bill Harris Auto Center is expanding outside the city of Ashland and into the village of 
Loudonville with its purchase of the former Cal Hans Ford store.

Harris Auto recently purchased its first Ford dealership at 506 E. Washington St., off Route 3.

“We felt Ford would be a great complement to our existing all-American lineup of Chevrolet, Chrysler, 
Dodge, Jeep and Ram,” said Aaron Harris, dealer principal at Bill Harris Auto.

The newly purchased dealership will sell new and pre-owned vehicles starting Friday, while car 
servicing, maintenance and repair will jumpstart next week, he said.

“We are excited about bringing our business philosophy to Loudonville and giving the community 
another location to have a world class vehicle ownership experience right here in Ashland County,” 
Harris said.

To schedule a service appointment or to check the inventory availability, call 419-994-4155.

Family-owned Bill Harris Auto takes 
over Loudonville Ford Dealership
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From Cal Hans Ford to Bill Harris dealerships

Cal Hans Ford was founded in 1989 by Cal Hans and 
his wife, Linda, who took over the company when he 
died in 1997.

With the help of her son, she ran the dealership for 
decades, eventually bringing the third generation into 
the family business.

There has been a dealership in Loudonville since 1926, Hans said. Her hope is that this sale will keep at 
least one dealership in the town for another 96 years.

“I want to thank all of my customers who I have helped over the last 35 years,” she said. “I know my 
husband would want to thank them too.”

Her son, who has 32 years of experience in the auto industry and was the only full-time employee at Cal 
Hans Ford, will join Bill Harris Ford, she said.

He will join the new team with a few part-time employees from Cal Hans.

“I know the business is in good hands,” Hans said. “It’s a bittersweet feeling, but I’m excited that they’re 
taking it over.”

Family-owned Bill Harris Auto takes 
over Loudonville Ford Dealership
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Morris Smith Ford

Ford MDA welcomes Morris Smith!

Morris C Smith III is the Dealer Principal and Owner of Morris Smith Ford 

located in Larned, Kansas serving customers from Larned, Great Bend, 

Kinsley, St. John, Hays, Stafford, Rush Center and surrounding areas.

Morris Smith purchased the dealership from the previous ownership 

Janssen Ford Agency September 27, 2021, and was featured in Pawnee 

County’s newspaper “The Tiller & Toiler” with the exciting news.

Smith started with the former ownership and within approximatlely one 

year purchased the dealership making it 100% locally owned and has been 

moving steadily forward ever since.
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Morris Smith Ford
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Banister Ford’s
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The holidays are a special time for family and friends to 
gather and celebrate the spirit of giving. Under the leadership 
of Dan Banister (owner of Banister Automotive) Banister 
Ford of Marlow Heights, MD exemplifies this spirit of giving 
and caring by opening their hearts and doors in supporting 
three local community charities, Our Son’s Rise, Arch of 
Knowledge, and St. Stephens Baptist Church to bring joy to 
those that may not be as fortunate as others.

“Community outreach and support are at the core of who we 
are” says Sales and Leasing Consultant Evelyn Betancourt. 
“We have plans to continue this spirit of service throughout 
the year, as we grow Banister Ford’s recognition as a new 
name and dealership in this community” she continued.

“We appreciate Evelyn and Banister Ford for believing in 
us and supporting our outreach efforts. Collective hearts 
when put to positive action can have a major impact on our 
communities. We are forever indebted to her and honored 
to have her as one of our partners.” says Our Son’s Rise 
Founder Crystal Hollingsworth-Brittain

It looks like there is much more in store from Banister Ford of 
Marlow Heights, MD.

Banister Ford’s
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Our Valued Sponsors and Vendors
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Our Valued Sponsors and Vendors
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