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   Located in Central Illinois, we serve the entire state.  
   We specialize in automobile dealers in the following areas: 
 
 
 
 
      

 
       Certified Public                
       Accountants 

 
 
 
   
  Memberships in: 

 
 

 AUTOCPA Group 
 The American Institute of Certified Public Accountants 
 The Illinois CPA Society 

 
Serving more than 250 Automobile Dealers   

    throughout the United States 
 

 

Woodward & Associates, Inc. 
1707 Clearwater Avenue ·P.O. Box 1584 ·Bloomington, IL 61702 

(309) 662-8797 ·Fax (309)662-9438 ·Email woodwardassoc@cpaauto.com 
·http://www.cpaauto.com 

 

 

 

 

 
 Dealership valuations 
 Automobile dealer legal support 
 Buy-Sells for dealerships 
 LIFO inventory computations 
 Financial statement analysis 
 Corporation Income Tax returns 
 Personal Income Tax returns 
 CPA prepared financial 

statements 
 Dealer estate planning 
 Employee theft consulting 
 Internal control studies and 

audits 
 Profit consulting 
 Training office managers/CFO’s 
 401K Audits 



Julie a. Cardosi, esq.

3040 spring Mill drive, suite B 

springfield, iL 62704

(217) 787-9782

jcardosi@autocounsel.com

www.autocounsel.com

EXCLUSIVE.

STRATEGIC. 

RESULTS.

ConCentrations:
Dealership Mergers & Acquisitions
Dealership Franchise Law
Business Litigation / Motor Vehicle Review

Board Disputes
Manufacturer / Franchisor Relations
Business & Commercial Law
Advertising Compliance Review
Consumer Complaints
Dealership Succession
Add Points
Real Estate Law
Employment & Labor Law
Federal & State Regulatory Compliance

BaCkground:
Principal, Private Law Firm
Former, IADA Legal Counsel
Former, Illinois Assistant Attorney General, 

Deputy Chief, Consumer 
Protection Division

Drafted Illinois Motor Vehicle Franchise
Act Amendments Creating Motor 
Vehicle Review Board

Drafted Illinois Motor Vehicle 
Advertising Regulations

Exclusively representing

the unique business 

interests of automobile

dealers for over 

30 years.
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ResourcesManagementGroup.com

PVR
ASAP
WITH
RMG

     True 100% ownership is the promise of the RMG/Portfolio program.  
A promise we have kept for over 35 years and
for over 1,000 clients as we have successfully delivered on
our mission to give dealerships like yours superior profitability. 

• We do it by providing higher and more consistent F&I Profits.
• We do it by providing targeted recruiting and  
   training to ensure success.
• We do it by providing superior customized
   F&I product solutions.
• And we do it by providing dedicated compliance expertise
   that was developed specifically to keep our
   dealer/partners out of hot water. 

     Equally important is the fact that our people
are available to your people 24/7/365 - from Day 1.

Greg Hoffman, President -  Call us today at 800-761-4546
and request your free, no-obligation
RMG Dealer Profit
Assessment, customized for
your dealership.

     Let us maximize your
personal  wealth at
the same time
we’re maximizing
your PVR. 

MAXIMIZE YOUR

25 Years of Building Wealth 
for America’s Auto Dealers

resources management group

RESOURCES MANAGEMENT GROUP

RESOURCES MANAGEMENT GROUP

RESOURCES MANAGEMENT GROUP

RESOURCES MANAGEMENT GROUP

RESOURCES MANAGEMENT GROUP

RESOURCES MANAGEMENT GROUP

RESOURCES MANAGEMENT GROUP
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UPDATE ILLINOIS REOPENING

Joint Filers Rates Income 
Ranges Marginal Rate

Single Filers Income 
Ranges Marginal Rate

$0-$10,000, 4.75% $0-$10,000, 4.75% 

$10,001-$100,000, 4.90% $10,001-$100,000, 4.90%

$100,001-$250,000, 4.95% $100,001-$250,000, 4.95%

$250,001-$500,000, 7.75% $250,001-$350,000, 7.75% 

$500,001-$1,000,000, 7.85% $350,001-$750,000, 7.85% 

Over $1,000,000, 7.99% Over $750,000, 7.99%

IADA PRESIDENT’S Message|BY PETE SANDER 

A s of June 26th,  all four Illinois regions have moved to 
Phase 4 of Governor Pritzker’s plan to gradually reopen 
the State of Illinois.  Few of the changes from Phase 
3 to Phase 4 directly impact the motor vehicle retail 
industry, but Phase 4 includes changes that open ad-

ditional sectors of the economy and make child care more readily 
available for working parents.  Advancing to Phase 4 is seen as 
a sign that the Governor and his advisors see the State making 
progress against COVID-19.

Some key changes in Phase 4 included: Increasing the size 
of gatherings from 10 to 50 people; reopening all child care and 
summer programs, subject to IDPH guidance; permitting all out-
door recreation; reducing limitations on the return to work for 
“non-essential employees”; and reopening bars and restaurants 
(with limited capacity).

The Department of Commerce and Economic Opportunity 
(DCEO) released Phase 4 guidance for retail businesses and a 
retail business toolkit.  This information can be found on the 
IADA website at: www.illinoisdealers.com.

IADA recommends that dealers continue to follow the IADA 
Operation Recommendations for Dealerships found on our web-
site at www.illinoisdealers.com.

LEGISLATIVE UPDATE

Our effort to repeal the $10,000 trade in cap was on track in 
the Senate, but was stonewalled by the House and ultimately 
not considered during the special four day legislative session. 
The abbreviated legislative session was severely limited due to 
the ongoing pandemic. We will make another attempt in the 
fall veto session and will update you as we approach the ses-
sion dates. Now is an excellent time to contact your Represen-
tatives and Senators via our website to ask for their support of 
the repeal effort!

The General Assembly reconvened for a four-day session in 
late May to pass the FY21 budget appropriations bill, providing 
for $42.9 billion in General Revenue Fund (GRF) spending, 

including debt service, transfers, and short-term borrowing. 
The budget assumes $36.8 billion in GRF revenues and plans 
to borrow the remaining $4.5 billion.

 The Legislature approved increases in workers’ compensation 
benefits for essential employees who contract COVID-19 and in-
creases unemployment benefits. The workers’ compensation pro-
tections are more limited than previously overturned emergency 
rules that had been proposed by the Pritzker Administration. The 
final package is the result of an agreement between business and 
labor. The bill creates a rebuttable presumption for all essential 
frontline workers, meaning that if they contract COVID-19, it is 
presumed they did so on the job. Employers can rebut this pre-
sumption by showing that they were following CDC or IDPH 
guidance. Simple exposure does not qualify for the presumption, 
so the employee must actually contract the virus. Employers 
will also receive a temporary total disability (TTD) offset for 
employees on paid sick leave or extended FMLA. Additionally, 
the bill extends unemployment insurance (UI) benefits up to 20 
additional weeks.

Federal and local elections will be held this fall and the Gradu-
ated Income Tax Amendment will be on the ballot in November. 
In order to ratify the amendment, 60% of those voting on the 
question or a majority of those voting in the election would need 
to vote for the amendment.

The proposed rates are not included in the amendment al-
though the following rates have been approved by the Legislature 
if the amendment passes.  IADA will keep you update on new 
legislative developments as they arise. 
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IADA-CVR UNIVERSITY – DON'T BE FOOLED BY IMITATIONS 

IADA OFFICE – 300 W. EDWARDS ST. – SPRINGFIELD, IL 62704 
Visit www.IllinoisDealers.com 

 

IADA-CVR TRAINING SESSIONS FOR DEALERSHIP TITLE 
DEPARTMENTS CONTINUE TO BE A HUGE SUCCESS 

IADA Office – 300 W. Edwards St., Springfield, IL 
 

WE’VE BEEN ASSISTING IL DEALER TITLE DEPTS. FOR OVER 30 YEARS, 
SO NOW WE PASS THAT EXPERTISE ALONG AND OFFER FREE TRAINING 

FOR ALL IADA-CVR DEALERS.   ALL COORDINATED WITH SOS & DOR 

Title & Registration Seminars & Webinars -- Do it Right the First Time 
Seminars @ 2 ½ hours – geared to title departments 
Webinars @ 1 ½ hours – geared to F&I departments 

2020 SCHEDULE 
January 15  Seminar 
February 13  Seminar – IADA Office 
March 11  Webinar 
April 15  Seminar – IADA Office 
May 13  Webinar 
June 17  Seminar – IADA Office 
July 15   Webinar 
August 12  Seminar – IADA Office 
October  Seminar – (CATA Office) 
November 10 Webinar 

CVR also offers weekly webinars to assist specifically with CVR processing.  To 
receive an evite, simply send an email request to: IL@CVRReg.com 

These training sessions are provided by IADA at no cost to our IADA-CVR 
dealers. 

Registration details are regularly emailed to our IADA members. 
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Trying to Nail Jell-O to a Tree
By Joel Kansanback | Executive Vice President
Brown & Brown Dealer Services/Automotive Development Group 

CONSULTANT’S CORNER

A ll the talk right now is about digital retail. Some experts 
are stating that the COVID-19 pandemic has launched 
digital retail forward two years in just two months. Most 
experts agree that there is no returning to where we were.

Every dealer must be committed to being the very 
best at digital. Most retailers that haven’t perfected an online 
strategy are falling by the wayside. There is a very quick bifur-
cation happening within auto dealers — although one camp is 
having extreme success, the other camp has been caught un-
equipped and is either playing catch-up or marching toward a 
going-out-of-business sale. 

Choosing to be very good at the other aspects of the business 
while ignoring digital retail, or putting their toe in the water, 
isn’t going to work. If you look at the different outcomes of 
Nike and Under Armor, there are similarities to what’s hap-
pening in the retail car business. While Nike was building out 
the very best in e-commerce, Under Armor was investing in 
wearable devices that collect data. Today, Nike is thriving and 
is less dependent than ever on traditional retail. Under Armor 
is just fighting to stay af loat.

Things aren’t going back to the way they used to be. If your 
dealerships haven’t already committed to being the very best 
at digital retail, they have to commit now or face certain peril. 

To be great, we probably need to know exactly what digital 
retail is and what the measurements for greatness are. De-
fining digital retail is surprisingly tricky. Frankly, trying to 
nail down a definition is like trying to nail Jell-O to a tree. 
It moves, takes on different shapes and doesn’t have a clear 
definition or an easy way to succeed.

Every customer is already a digital retail customer. On average, 
they spend 19 hours online before they come to the dealership. Digital 
retail is all about how you handle that customer after they get to the 
dealership. Their education level has changed, and their expecta-
tions have changed, too. So maybe digital retail is something to do 
with a software piece that allows your employees to engage with the 
customer differently when they enter the dealership.

Digital retail is also about advertising. Ideally, you want to 
reach customers who are in the market by driving your message 
to them ahead of your competition. You want them to visit your 
website and keep your dealership top of mind for their next 
purchase. That means digital retail has to involve your website: 
the message it carries, its functionality and its ability to convert 
browsing shoppers into leads.

Digital retail has to include BDC, and that department’s 
ability to manage leads converts leads into showroom appoint-
ments or even sales.

We recently had a dealership engage us who wanted to take their 
digital retail to the next level in response to their customer’s needs. 
When we dug into what they were looking for, what we discovered 
was that this dealership wanted to streamline the in-dealership 
process for its customers. For them, that meant responding to their 
customers’ desires to stop being thrown like a football around the 
dealership in an old-school back and forth process. They wanted to 
remove the F&I turnover step to speed up the transactions. 

Thanks to the pandemic, digital retail may now include 
pickup and delivery processes for customer cars — sales and 
service. It also encompasses the ability to do a remote delivery 
with a digital F&I process and digital signatures.
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Commit to accepting and even 
embracing change. Retail is changing, 
and you can only win going forward if 
you meet your customers where they 

are at in the spectrum of how they want 
to buy and service their vehicles. 

Digital retail now includes all these things. That means the 
idea of an internet department in a dealership has become a 
funny remnant of the early 2000s. It’s more accurate to think 
of your entire dealership as an internet department. 

The way the customer is shopping and the way they want to 
engage with your dealership has morphed for sales and service. 
It’s time to stop pushing customers into our traditional funnel 
and shift your mindset entirely to how to make it easy for them 
to do business with you. 

Get customers the information they want, when they want 
it, and in the format they want. Allow them to take steps in 
processes that are comfortable for them. An internet sales 
process that fosters new customers and draws them to the 
dealership while they are doing their research will be suc-
cessful. If that experience is consistent and earns their trust, 
the dealership can facilitate their “custom” experience. Ex-
amining outdated processes is hard work and requires a lot 
of change. It also doesn’t provide the instant gratification 
of a beautiful, up-to-date showroom — so it requires more 
strategy and patience.

Once again, in our business, change is constant. The speed 
of change only accelerates. Most dealerships already have some 
building blocks in place for digital retail. But the first step in cre-
ating a comprehensive, successful strategy for digital retail isn’t 
defining it. It’s accepting that it is part of everything we do in 

every department, recognizing that needed changes aren’t going 
away, and there is no silver bullet. 

Like every other challenge a dealership faces, this one is 
going to start with a comprehensive game plan of processes 
executed by a well-trained winning team with clear goals 
and objectives. That team will be led most effectively by a 
leader who is passionate about service, including service to 
employees. You will have to push down the mentality that 
says, “but that’s how we’ve always done it.” You will have to 
remove some core tenets of our industry, like “get control of 
your customer,” and take a fresh look at every process in the 
dealership. Technology can augment the well-defined process 
your well-trained team is following, but recognize that every 
technology fails without the right implementation plan, and 
every process fails without accountability. 

Most important of all, commit to accepting and even em-
bracing change. Retail is changing, and you can only win going 
forward if you meet your customers where they are at in the 
spectrum of how they want to buy and service their vehicles.  

At Automotive Development Group, we put the emphasis on training. For 

more information, please contact Francis Fagan with Brown & Brown 

Dealer Services | Automotive Development Group at 312-608-4979 or  

ffagan@adgtoday.com. Francis is the regional training director for Illinois and In-

diana. For our training calendar and to meet our nationally renowned trainers, visit  

www.AutomotiveDevelopmentGroup.com. 
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Over 1,800 clients trust their work to IADA-CVR.  We 
process over 1.5 million transactions each year.

IADA-CVR: Leading From the Front
Your only true partner with the infrastructure, 
experience and trusted staff to make your  
process the easiest. 

Back in 1999, IADA chose to work 

with CVR to streamline the title 

and registration process, and 

provide the members with a 

program that makes this part of 

the car selling process easier and 

much more convenient for the 

buyer. Since the start, we’ve been 

able to update and improve the 

program year-over-year, so the 

technology has continually kept 

up with our dealers’ needs. 

Your IADA support staff has over 80 years of 
combined experience working on dealers’  
IADA-CVR work.
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Training seminars are also coordinated in the 
Chicago area with the full panel of CVR, Secretary 
of State and Dept. of Revenue experts. 

Our User Groups are very personal and informal, 
allowing for great interaction. The daily contact 
with members is how we continue to improve 
and enhance our CVR process. We never stop 
trying to improve the process for our clients.

Your Association, IADA, will celebrate its 100th anniversary. 
Several of the senior employees have over 220 years of 
combined service to our IL dealer members. This experience 
and continuity is one of the main factors that helps us deliver 
the solutions to our dealers when they ask for help.

With the cooperative efforts of everyone 
involved, IADA-CVR is the real and 
logical choice to partner with.

There’s a word that succinctly describes the vehicle registration process 
before electronic solutions came along, according to Title Clerk Karen 
Traylor of Heller Motors. 

Messy. 

“We’d type all the information onto the forms, write our checks by hand 
and send them off. And if there were errors, the forms would come back 
to us, which slowed everything down. The customers had to wait longer 
to get their plates,” she recalls of their Lincoln, Chrysler, Dodge, Jeep 
and Ram buyers. “And the lien holders had to wait to get their titles,”  
she adds.

Considering that this 60-year-old family-owned dealership in central 
Illinois has always aimed for exceptional customer service,  
interruptions in the registration process were unwelcome.  
Those messy days are long gone, thanks to CVR®, which provides  
automotive dealerships with fast and secure certified electronic titling 

CVR PROCESSES MILLIONS OF VEHICLE TRANSFERS AND DMV INQUIRIES ANNUALLY.

HOW HELLER MOTORS TIDIED UP 
THE VEHICLE REGISTRATION TASK   

and registration. Recently, the system was enhanced to make it even 
easier to use. The new cloud-based Connect platform, along with  
real-time data, dashboards and centralized processing capabilities, 
makes registration the fastest and easiest that it’s ever been.

“After a vehicle is sold, the deal moves to the Finance department,  
and they put it in the system. From there, it gets to my desk with all  
the information already loaded for me,” Traylor explains. “I double-check  
the lien information and input which state the title is from and the title  
number. Then, once a day, I mail all the paperwork to the Illinois  
Automobile Dealers Association (IADA). It’s an extremely smooth  
process,” she says. 
 
Information is updated in real time, so that multiple people within the 
dealership can simultaneously see the most up-to-date data. Software 
and VIN updates occur automatically. Batch reports are easy to run. 
And convenient links simplify getting in touch with key entities, such as 
Illinois Inquiry, neighboring state’s Wisconsin Inquiry, the National Motor 

Continued on next page

CVR 
CVR® IL Connect

Success Story
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w w w . T h e R e d m o n d C o . c o m

YO U R  F U L L-S E R V I C E  PA R T N E R:
C O N S U LT I N G
R E A L E S TAT E
B R O K E R A G E
B R A N D I N G

D E S I G N
C O N S T R U C T I O N

L E T  R E D M O N D  B E   Y O U R  P A R T N E R

Redmond works as your advocate in the
implementation of the Manufacturer’s

Facility Standards.

By blending experience
with insight and innovation,

Redmond helps clients
elevate their efficiency,
cost-savings initiatives,

and impact in the market.

Contact Redmond today!
262.549.9600

ZURICH INSURANCE.
FOR THOSE WHO TRULY 

LOVE THEIR BUSINESS.

This is intended as a general description of products and services available to qualified customers through the individual companies of Zurich in North America and is provided solely for informational purposes. Nothing herein should 
be construed as a solicitation, offer, advice, recommendation, or any other service with regard to any type of insurance or F&I product underwritten or distributed by individual member companies of Zurich in North America, which 
include Zurich American Insurance Company and Universal Underwriters Service Corporation (1299 Zurich Way, Schaumburg, IL 60196). Certain restrictions may apply. All products and services may not be available in all states. 
Please consult with your sales professional for details. © 2020 Zurich American Insurance Company. All Rights Reserved.

THE ZURICH ADVANTAGE 
INNOVATIVE
Backed by the strength  
of a global organization,  
we embrace the  
opportunity to inspire  
the growth and success  
of our dealer customers.  
We are focused on  
driving technology  
and services that can  
keep your business  
evolving and thriving  
in a dynamic industry.

Bring Zurich’s  
innovation to  
your dealership.  
 
Contact Colleen  
Rogers at 708-846-9061  
or visit zurichna.com/ 
automotive.

Results DRIVEN
by Zurich.

 



Commercial Insurance  Property & Casualty | Life & Disability Income | Workers Compensation | Business Succession and Estate Planning | Bonding

Federated Mutual Insurance Company and its subsidiaries* | federatedinsurance.com | Ward’s 50® Top Performer | A.M. Best® A+ (Superior) Rating

20.05  Ed. 12/19  *Not licensed in all states.  © 2019 Federated Mutual Insurance Company

Protecting Your  
American Dream

Face to face,  
eye to eye, delivering 
innovative risk 
management solutions 
for your profession.

Scan to read our 
latest HR Question 

of the Month article.
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E-COMMERCE FOR DEALERSHIPS: 
ONLINE VEHICLE SALES AND DIGITAL 
RETAIL COMPLIANCE CONSIDERATIONS

COUNSELOR’S CORNER

T he auto industry recently experienced unprecedented 
change in the span of a few months due to the coronavirus 
pandemic. The impact has been felt by OEMs, dealers, 
and their customers. Although online sales are com-
monplace for purchasing certain consumer goods, even 

groceries, vehicle transactions have historically not kept pace with 
other digitally retailed goods. Visits to dealership showrooms to 
consummate deals remains the norm. This is partially due to the 
need for original, or “wet,” signatures being required for certain 
documents that comprise the entire vehicle sales transaction (e.g., 
title, odometer, secure POA, tax forms).   

With the onset of COVID-19, however, and the related shut-down 
orders issued by state and local governments, dealers became more 
inventive using the internet, their websites and social media to drive 
online vehicle sales. Online sales have continued to pick up traction 
even in the wake of stay-at-home requirements being lifted. Cus-
tomers favor seamless transactions, including pricing transparency 
and the efficient use of their time. The area of online vehicle sales is 
nonetheless fraught with challenges. Additionally, companies like 
Tesla, Carvana and Vroom, have made a significant foray into the 
realm of online digital vehicle sales while competing with traditional 
dealers and manufacturers for customers. To address some of these 
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that rises to the level of solicitation, 
negotiation and sale of the vehicle at 
a customer’s residence, rather than at 
the dealership, gives rise to these laws 
and requires certain written and oral 
disclosures by the dealer and affords 
the buyer a three day right to rescind 
the transaction. Additionally, these 
laws limit the dealer’s ability to assign 
the contract. Depending on the circum-
stances, delivering the vehicle to the 
customer at his/her residence can trig-
ger the customer’s three day rescission 
right and other requirements. More-
over, consummation of the transaction 
off-premises can also create problems 
for dealers under the Illinois Vehicle 
Code, the state’s dealer licensing law, 
and perhaps under the dealer’s sales 
and service agreement with the OEM, 
as well as under agreements the dealer 
may have with the financing entities. 
Finally, if the point of sale is deemed to 
be other than the dealership premises, 
sales tax questions may arise. Ensure 
the online sales transaction was con-
ducted at the dealership by following 
certain guidelines. 

First, make certain all terms of the 
sale are mutually agreed upon prior to 
vehicle delivery. There should not be 
any negotiating of terms away from the 
dealership premises. If the customer in-
sists on delivery of the vehicle to his/her 
residence, consider having dealership 
personnel, other than sales employees, 
deliver the vehicle that is sold online to 
the customer to avoid any “last minute” 
contract negotiations or the appearance 
of same. If the customer has a trade-in, be 
sure to value or appraise the trade at the 
time of the mutual agreement of all sale 
terms prior to vehicle delivery.

Second, if the vehicle is to be deliv-
ered to the customer’s residence, ensure 
all sales transaction instruments (that do 
not require an original customer signa-
ture) are completed and signed online in 
advance of delivery provided compliant 
with e-signature legal requirements. As 
mentioned, in Illinois, there are some 
documents that require an original or 
“wet” signature. Try to have these signed 
and delivered to the dealership in advance 
of vehicle delivery.  

Other examples of best practices when 
conducting online vehicle sales include: 
(i) considering requiring the customer to 
sign an acknowledgment that the sale was 
not solicited at the customer’s residence 
and that the vehicle was delivered to 
the customer as a courtesy or at his/her 
request; (ii) ensuring test drives be taken 
at the dealership premises; (iii) delivering 
the finance contract to the customer in ad-
vance to satisfy Truth-in-Lending require-
ments; (iv) ensuring compliance with state 
and federal privacy laws such as Gramm 
Leach Bliley and Illinois data transpar-
ency and privacy laws. Also, ensure the 
dealership has an identity theft program 
in place under the Red Flags Rule to con-
firm a customer’s identity, this applies to 
online sales as well. The dealership infor-
mation technology vendor should be con-
sulted to ensure e-contracting compliance 
and appropriate security and encryption 
for storage and transmission of customer 
personal information.  

Online transactions and e-commerce 
open new opportunities for dealerships 
in the ever-changing digital retail land-
scape. Adhering to best practices helps to 
ensure compliance with numerous appli-
cable state and federal legal requirements 
and facilitates satisfied customers. 

Julie A. Cardosi is an attorney and 

president of the private firm, Law 

Office of Julie A. Cardosi, P.C., of 

Springfield, Illinois. She has prac-

ticed law for nearly 35 years and 

represents the business interests 

of franchised new vehicle dealers. Formerly in-house 

legal counsel for IADA, she concentrates her practice 

in the areas of mergers and acquisitions and other 

transfers of dealer ownership, franchise law, com-

mercial law, state and federal regulatory compliance 

matters, including employment, and other areas im-

pacting day-to-day dealership business operations. 

She has also served as former Illinois Assistant At-

torney General and Deputy Chief of the Consumer 

Fraud Bureau of the Attorney General’s Office. The 

material discussed in this article is for general infor-

mation only and is not intended as legal advice and 

should not be acted upon as such. Dealers should 

consult their own private legal counsel for application 

to their specific circumstances. For more information, 

Julie can be reached at jcardosi@autocounsel.com, 

or at 217-787-9782, ext. 1.

challenges and meet customer expectations, it 
is important at a minimum for dealerships that 
engage in online vehicle sales to develop 
and implement a set of best practices. 

Dealerships that engage in online 
vehicle sales should ensure their under-
standing about cer tain aspects of the 
transaction, such as off-premises delivery, 
to avoid violating the FTC and Illinois 
“cooling-off” laws. Specifically, conduct 

Dealers became more 
inventive using the 

internet, their websites 
and social media to drive 

online vehicle sales
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T he COVID-19 Stay at Home Executive Order, especially 
the early stages when customers needed appointments 
to enter dealership showrooms, prompted many dealers 
to try to accommodate their customers by pivoting to a 
remote sales process where possible. Although remote 

sales are a good way to practice social distancing while selling 
vehicles, remote sales involve some important differences from 
typical in-showroom sales to keep in mind.

If you sell a vehicle on-line and deliver it to the customer, it is 
vital to make it clear that your dealership is the point of sale, not 
the customer’s driveway, so that you don’t inadvertently change 
the applicable sales tax jurisdiction and also so you avoid ac-
cidentally triggering 3-day cooling off rights for the customer. 
If the customer lives in another sales tax jurisdiction, even one 
with the same tax rate as your dealership, changing the taxable 
point of sale means that the local portion of the sales tax will 
get allocated to the wrong taxing body. If the customer lives in a 
jurisdiction with a higher sales tax rate, under-collection of sales 
tax will compound the problem. (By the way, similar consider-
ation of sales tax jurisdiction should be applied to off-site “tent 

sales”). The Federal Trade Commission’s (FTC) 3-day cooling 
off period to return merchandise applies to sales made at a per-
son’s residence, such as door-to-door sales. Three-day cooling off 
rights do not arise when customers come into your dealership to 
purchase vehicles. However, if significant selling activity moves 
from the dealership to a customer’s residence during the course 
of an online sale, the 3-day cooling off rule could come into play, 
potentially creating a right for the customer to cancel the sale.

There are several steps that you can take to show that an on-
line sale with delivery to the customer’s residence was conducted 
at your dealership.

• �Agree to all terms of the sale prior to delivery. If you nego-
tiate the transaction online, but then the delivery person 
sells an extended warranty in the customer’s driveway, 
you have changed the material terms of the sale, which 
pushes you toward the danger zone. In fact, it is a good 
practice to have somebody other than your sales staff de-
liver vehicles that are sold online or over the telephone to 
make a clean break between sales and delivery activities. 

• �If the transaction involves a trade-in appraisal, try to 

Remote Sales: Best Practices
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inspect the vehicle remotely or 
send an employee out to appraise 
the trade-in before you f inalize 
the terms of the deal, if possible. 
If you cannot appraise the trade-in 
before delivering the new vehicle 
to the customer and the trade-in 
does not live up to the customer’s 
description, requiring you to adjust 
the trade allowance, pause the deal 
and renegotiate remotely, not on 
the spot.

• �Sign as many of the sales documents 
as possible online. If time permits, 
arrange to have signed copies of 
documents that require a “wet ink” 
signature mailed or shipped to your 
dealership before you deliver the 
customer’s vehicle.  Documents that 
require a “wet ink” signature include 
the motor vehicle title application, 
the certificate of title assignment 
area, the power of attorney, odometer 
statement, and sales tax return. 

• �Deliver RISC in advance (or be 
prepared to give the customer time 
to read it before signing) to ensure 
compliance with Truth in Lending 
Act disclosures. 

• �Consider having the customer sign an 
acknowledgement that the dealership 
did not solicit or negotiate the sale at 
the customer’s home and that delivery 
was made as an accommodation to 
the customer.

• �Consider requiring customers to 
come to the dealership for test drives. 
Bringing a vehicle to the customer’s 
home for a test drive could be seen as 
initiating the negotiation process and 
raise three-day cooling off concerns. 

• �When you deliver the customer’s 
new vehicle, make sure to follow 
IADA’s Operation Recommendations 
for Dealerships (available at www.
illinoisdealers.com) or other best 
practices for sanitizing the vehicle (and 
the keys) before you hand it over to 
the customer, and practice safe social 
distancing, including the use of masks, 
when interacting with the customer.

A word about security is in order. 
You will want to be thorough with your 
identity theft Red Flags compliance to 
be certain that your customer is who 
he or she claims to be, especially if the 
customer requests delivery at a location 

other than the home address listed on the 

customer’s proof of identity. Consider 

asking some out of wallet questions to 

verify identity. Also, if you are transmitting 

a customer’s private, personal information 

electronically (credit application, copy 

of driver’s license, any document with 

the customer’s social security number or 

other personal information, etc.), make 

sure that you are using a secure and 

encrypted method of transmitting that 

information. What is and isn’t a secure 

method of electronic transmission is 

beyond the scope of this article, but your 

DMS or other vendor should be able 

to provide secure, encrypted means of 

transmission, whereas texting images to 

your salesperson’s personal cell phone 

is risky at best. Conferring with your IT 

provider is highly recommended.

Even though technology and state 

regulators are not fully immersed in the 

digital age, by using a bit of caution, re-

mote sales are a way to fill the needs of 

your customers. 

Results that
transform

wipfli.com/dealerships

Secure your today and innovate for your tomorrow 
by turning your dealership challenges into 
opportunities. Contact us today for services in:  

 ■ Audit and accounting 

 ■ Tax 

 ■ Strategic planning 

 ■ Operational 
assessments 

 ■ Talent management 

 ■ Change management 

 ■ Business transition 

 ■ Cybersecurity
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Book a free consultation.

DSMA.com

833.719.3889

700+ 
years of combined 
industry experience

750+
dealership 
valuations

190+
successful 
transactions

DSMAs elite, in-house valuation team have completed over 800 

automotive business valuations that are backed with 8 years of market 

data. DSMA is the most trusted source for dealership valuations in North 

America. Do you know what your business is worth?

Your local market leader, Jennifer has the experience, expertise and 

excellence to bring you the highest value for your business. Contact 

Jennifer and begin your business valuation today.

JENNIFER RAFAEL

jennifer.rafael@dsma.com

312.927.956
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My Expansion.
My Portfolio.
“Portfolio helps me manage risk 
as I grow my dealer enterprise.”

Building a dealer group is not for the faint of 
heart. The rewards are real.  And so is the risk. 

My Portfolio reinsurance company allows me 
to reinvest in my business on my terms. I have 
access to capital to seize opportunities when 
most dealers can’t. 

Portfolio allows me to positively leverage my 
reinsurance assets, earning a superior investment 
return. My Portfolio income development team 
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• Help you sell more cars?
• Train all your employees, not just your F&I team?
• Offer Commercial Insurance, and Employee Benefits?
• Help keep you on the cu�ng edge of the industry and provide a

process to maintain absolute integrity and compliance 100% of
the �me?

Call today to see how ADG can help your dealership grow!

847 - 612 - 9361
www.adgtoday.com
263 Shuman Blvd.

Naperville, IL 60653

Brown & Brown Dealer Services
Automo�ve Development Group

Auto sales are flat, but ADG's 
dealers are making more money!

Does your F&I provider... 


