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Hyundai Named Best Brand, Sonata Best Midsize Car 
in Kelley Blue Book’s 5-Year Cost to Own Awards
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Today’s customers are concerned not only about the purchase 
price of a new vehicle, but also how much it will cost while they 
own it. So it should make a lot of Hyundai prospects feel good 
to know that Kelley Blue Book has just named Hyundai “Best 
Brand” in their 2018 5-Year Cost to Own Awards—and Sonata 
took top honors as “Best Midsize Car.”

Every year, KBB experts 
calculate financing, 
insurance and state fees; 
estimated costs of fuel, 
maintenance and repairs; 
fair market purchase price; 

and projected depreciation to determine the Best Brand, Best 
Luxury Brand, and best individual models in 22 segments. 
As KBB advises its readers, “By arming yourself with the 
expertise and insight from our 5-Year Cost to Own Awards, 
you can be confident that your next new-car purchase will be 
a smart choice both now and in the years ahead.”

BEST BRAND: HYUNDAI

KBB’s comments on Hyundai as a brand—which, by the way, 
also won Best Brand honors in 2016—read more like a love 
letter than a review:

Hyundai’s cars have long been appreciated for their lower 
cost of entry. But the value story doesn’t end there. With 
another overall brand win in the Kelley Blue Book 5-Year 
Cost to Own Awards, Hyundai continues to prove its 
vehicles are also cost-effective in the long run. This win, 
its second in three years, also reaffirms Hyundai’s status 
as a heavyweight competitor with a solid lineup. Hyundai 
vehicles are long past the days where a low sticker price 
was their best attribute. In reality, the automaker has 
been leading where others are still catching up, such as 
its early adoption of Apple CarPlay™ and Android Auto™ 
smartphone integration, innovative safety systems and 
premium design. Then there’s Hyundai’s warranty, which 
continues to be the best in the business. Combined with 
the inherent efficiency of its vehicles, it all adds up to 
another CTO win for the Hyundai brand. 

You can read the full review here.

BEST MIDSIZE CAR: 2018 SONATA

The editors at Kelley 
Blue Book were equally 
enthusiastic about the 
redesigned 2018 Sonata. 
Here’s a sampling of 
what KBB had to say 
about the Sonata: 

Hyundai has always been about value . . . and the Sonata 
sedan is no exception. For 2018, the car has been 
facelifted with a bolder, more expressive front clip along 
with updates to the interior.

On the value front, the Sonata starts out at less than 
$23,000, which contributes to the overall low ownership 
cost over five years. There’s plenty of variants to 
match not only your budget, but also your appetite for 
performance. ...

With its freshened looks, high feature content and wide 
range of engine choices, the 2018 Hyundai Sonata offers 
plenty of room, good performance and, above all, low 
operating costs, making it a solid choice in the midsize 
family sedan category. 

Click here to read the entire review.

In addition, the 2018 Elantra, Accent and Santa Fe Sport 
placed in the top three in their respective segments.

“The fact that not only the Sonata, but Hyundai overall, 
is being recognized highlights our focus on making every 
aspect of vehicle ownership better,” said Scott Margason, 
director of product planning for Hyundai Motor America. 
“For the Sonata, it’s yet another indication that the 
redesigned 2018 model is pushing the boundaries of what 
can be expected. For Hyundai as a whole, it highlights our 
view that quality driver experience includes value over time.”

Be sure to share the news about these awards with all of 
your customers. They demonstrate Hyundai’s commitment 
to long-term quality and enduring value.

TELL US WHAT YOU THINK! We’d love to hear what you 
think about this and every issue of The Sales Edge.  

Click this link to shoot us an email with your feedback, 
suggestions or questions about the latest edition.
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Sales Satisfaction— 
Why It’s More Important  
Now Than Ever  
Did you know that, according to J.D. Power:

		When a customer is very satisfied with the sales 
process, the average front-end gross profit is more than 
$120 higher than the profit made on customers who are 
simply satisfied—and well over $200 higher than the 
profit made on dissatisfied customers?

		Customers who are more satisfied with the sales 
process are much more likely to return to your 
dealership for service?

		Customers who return to your dealership for service 
are much more likely to purchase their next vehicle 
from your store?

Satisfaction with the sales process is good for you, your 
dealership and Hyundai. And now is the time to redouble 
your sales satisfaction efforts.

That’s because customers who buy during the months of 
April and May are those who are surveyed by J.D. Power 
for its annual Sales Satisfaction Index. Putting an extra 
emphasis on sales satisfaction now can improve Hyundai’s 
SSI score—and Hyundai’s reputation for excellence in sales 
satisfaction will, in turn, draw more customers to your 
showroom.

TOP OPPORTUNITIES

Sales satisfaction can be affected at every step of the 
process. But there are five areas in which Hyundai has the 
greatest opportunity for improvement, according to last 
year’s SSI study: 

		Timeliness of completing final paperwork

		Timeliness of completing final delivery

		Ease of coming to agreement on final price

		Effectiveness of explaining vehicle features

		Respect for the customer’s time

How many of these areas can you, as a Hyundai sales 
consultant, directly impact? We’re guessing most of them—
if you use all the tools and best practices at your disposal.

SALES SATISFACTION KEYS—AND WHERE TO FIND THEM

Your dealership sales team can undoubtedly come up with 
ideas to enhance the customer sales experience that are 
unique and personalized to your store’s processes. But if 
you need some thought-starters or resources, try these:

Timeliness of Completing Final Paperwork: 
If there’s a lengthy wait before your customer 
can meet with your finance manager, use that 
time to conduct an Owner Orientation. During 
an Owner Orientation, you can complete 

some of the final paperwork as well as performing many 
of the tasks that typically occur during the delivery. You 
can download this Owner Orientation Planning Guide 
to determine which activities to conduct with a given 
customer, and you’ll find other ideas on the Owner 
Orientation page of HyundaiSalesTraining.com. 

Timeliness of Completing Final Delivery: 
Customers don’t want to spend a lot of time 
taking delivery—they want to get out on the 
open road. You can make your deliveries more 
efficient by following the Hyundai Vehicle 

Delivery Checklist. If you’ve already conducted an Owner 
Orientation, your deliveries will be even briefer.

Ease of Coming to Agreement on Final 
Price: Every dealership’s process is different, 
but the aim’s the same—a “win-win.” Set 
your customer’s expectations by utilizing 
The Preview Bridge at the beginning 

of the negotiation process. Then employ these best 
practices to conduct a straightforward price discussion. 
You’ll find other ideas on the Negotiation page of 
HyundaiSalesTraining.com.

Effectiveness of Explaining Vehicle 
Features: Today’s vehicles have so many 
features that, even if you spent hours 
demonstrating them, most customers 
couldn’t retain the information. Consider 

conducting a Reconnect Visit one to three weeks after the 
customer has taken delivery to review key features. There’s 
a great article on how to conduct a Reconnect Visit on page 
4 of the June 2016 Sales Edge.

Respect for the Customer’s Time: If your 
store is a Shopper Assurance dealership, you 
have additional ways to save your customers 
time. Streamlined Purchase provides 
customers with the online tools they need 

to complete much of the typical transaction online, and 
Flexible Test Drive allows them to request a demonstration 
drive at the time that best suits their schedules. 

TIMING IS EVERYTHING

Is the idea to treat customers especially well only during 
the April and May SSI survey period? Of course not. 
According to the study “How Habits Are Formed” by 
Phillippa Lally, it takes 66 days to form a habit. So use the 
processes and resources described in this article for the 
next two months and guess what? You’ll be satisfying your 
customers—and increasing your gross profit and your 
repeat business—all year long.

NEWS FROM HYUNDAI SALES TRAINING 
MARCH 2018
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Shopper Assurance  
Launches Nationally 
After a successful regional rollout that began last 
October, Hyundai has announced the nationwide launch of 
its revolutionary Shopper Assurance program. 

Shopper Assurance has been designed to cater to 
the needs of today’s consumers by saving them time, 
accommodating their preferences, and reducing the “pain 
points” that many customers associate with the car-
buying experience.

SURVEY SAYS—SUCCESS!

So far, the program has far exceeded expectations. 
For example, sales in the four regional rollout markets 
(Dallas, Houston, Miami and Orlando) outperformed sales 
at the national level throughout the rollout period.

Customers who purchased or leased from Shopper 
Assurance dealers in those markets were invited to 
participate in an online survey. Eighty-four percent of 
those who answered were aware of at least one Shopper 
Assurance element, and of them:

	70% loved the car-buying process 

	64% felt more positive about the dealership

		43% said that Shopper Assurance made them less 
interested in other brands 

		56% said Shopper Assurance played a role in the 
decision to purchase a Hyundai

	53% felt more positive about Hyundai

The national availability of Shopper Assurance was 
announced by Hyundai at the Chicago Auto Show in February. 
Dealers are signing up now—so here’s what you need to 
know about the four required elements of the program. 

TRANSPARENT PRICING

When a customer is browsing your  
Dealer.com or CDK Global website and 
selects a new Hyundai vehicle from your 

inventory, the vehicle’s Transparent Price will appear.

The Transparent Price is the vehicle’s MSRP minus any 
in-market cash incentives Hyundai is offering (not including 
those that might apply to specific customers only, such 
as college-graduate or military discounts). Hyundai 
recommends that your Transparent Price also includes 
any discount your dealership might offer. This additional 
discount should take into consideration average transaction 
prices in your market and what customers are seeing on 
sites such as Edmunds, Kelley Blue Book and TrueCar.

STREAMLINED PURCHASE

Streamlined Purchase allows online 
shoppers to structure a finance or lease 
payment based on their budget; get an 
estimate of the value of their trade-in; and 

apply for pre-approval and/or fill out a credit application.

Streamlined Purchase is designed to reduce the amount 
of time customers must spend in your dealership 
completing some of the least exciting elements of the 
sale—giving you, and them, more time to enjoy the most 
exciting parts, such as the test drive and delivery.

FLEXIBLE TEST DRIVE

With Flexible Test Drive, customers can request 
when they want a test drive—and even where 
they want a test drive. “Flexible” also means 
customers can schedule the test drive by phone, 

on your dealership’s website, through Hyundai.com, or 
through the new, optional Hyundai Drive app.

Your dealership reserves the right to decline a test-drive 
request based on sales consultant availability, hours of 
operation and location. But Hyundai requests that you try 
your best to accommodate Flexible Test Drive requests.

3-DAY MONEY-BACK GUARANTEE

In market research, the 3-Day Money-
Back Guarantee had the greatest impact 
on increasing consumer trust in Hyundai. 

Under this provision, a customer is guaranteed a full 
refund, provided that the vehicle is returned to the 
dealership where it was purchased or leased in “like-
new” condition within three business days and the 
customer has driven the vehicle less than 300 miles.

Hyundai’s research indicates that very few customers will 
take advantage of the 3-Day Money-Back Guarantee. But if 
it happens to you, make sure you ask the customer why the 
vehicle is being returned—and try to find a different vehicle 
in your inventory that better suits the customer’s needs.

WHERE TO GET MORE INFORMATION

If you have any questions, go to HyundaiDealer.com, 
select Training Resources, then Document Library, and 
then Shopper Assurance, and you’ll find:

	A handy Dealer Guide describing the program

	FAQs for both Shopper Assurance and Hyundai Drive

		Contact names and numbers for Dealer.com, CDK 
Global, and Hyundai Drive

If the regional rollout results are any indication, Shopper 
Assurance will bring new customers to your dealership—
so prepare yourself now!
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IN THE NEWS
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PRODUCT NEWS

Sonata Hybrid and Plug-in 
Hybrid Models Introduced 

The new 2018 Sonata Hybrid and Plug-in Hybrid models 
were revealed at the Chicago Auto Show. The Hybrid model 
will begin arriving at your dealership very soon, with the 
Plug-in Hybrid arriving in the second quarter of 2018.

“Our new 2018 Sonata Hybrid and Plug-in models add 
appeal in every area, from exterior to interior design, 
handling, steering, ride comfort, safety and infotainment,” 
said Mike O’Brien, vice president of product, corporate 
and digital planning at Hyundai Motor America. “When 
combined with Hyundai’s outstanding value and efficiency, 
the new Sonata Hybrid and Plug-in are sure to attract even 
more eco-focused buyers.”

Sonata Hybrid SE has preliminary internal estimates of 
39 mpg in the city, 45 mpg on the highway and 42 mpg 
combined; the Sonata Hybrid’s total range is estimated at 
more than 650 miles under typical driving conditions.

Sonata Plug-in Hybrid has a 9.8 kWh lithium-ion polymer 
battery pack, more than five times larger than the Sonata 
Hybrid’s battery, giving it an EPA-estimated all-electric 
range of up to 27 miles, and it can recharge in less than 
three hours with a level-two charger.

Many of the enhancements to these two new members of 
the Blue Drive family correspond to changes in the 2018 
non-hybrid Sonata. You can find all the details in the press 
release on hyundainews.com, and on the Sonata Hybrid 
page of HyundaiSalesTraining.com. 

Tucson Ranked  
Most Dependable Small SUV 
The Hyundai Tucson has been named the most  
dependable small SUV by J.D. Power in its 2018 Vehicle 
Dependability Study. 

The study measures what has gone right and gone wrong 
with three-year-old vehicles, according to the people who 
have owned them since they were new. After surveying 
thousands of original vehicle owners, J.D. Power gathers and 
analyzes the data, and reports its findings in the annual VDS.

Overall, Hyundai scored third among all non-premium 
brands, and the Santa Fe ranked second in its segment.

According to Barry Ratzlaff, vice president of customer 
satisfaction, Hyundai Motor America, “The quality and  
dependability of our models is important to reassuring 
owners that we care about their Hyundai experience beyond 
their initial purchase at the dealership. The results for Santa 
Fe and Tucson show, as our CUV lineup expands, long-term 
quality will be a real strength for us.”

February SUV Sales Up 19% 
While overall sales of Hyundai vehicles (44,732 units) were 
down compared to our all-time best February in 2017, the 
bright spot was the fact that SUV sales continued to climb:

		Total SUV sales were up 19%

		Tucson sales totaled 8,438 units—up 31%

		Santa Fe sales totaled 9,474 units—up 8%

“Through the first two months of 2018, our SUVs continue 
to deliver and our car-to-SUV mix creeps closer to the 
industry with 39 percent of our sales coming from SUVs,” 
said John Angevine, director of national sales for Hyundai 
Motor America. “Despite an overall decline to start the 
year, we remain highly optimistic that we can take greater 
advantage of the SUV craze as Kona enters dealerships in 
larger numbers.” 

February 2018 CPO Sales: For the month of February, 6,323 
Hyundai Certified Pre-Owned vehicles were sold by 612 Hyundai 
dealers. Year-to-date, 12,365 CPO units have been sold.

SONATA PLUG-IN HYBRID AVAILABILITY, TAX CREDITS AND BENEFITS

The Sonata Plug-in Hybrid will be distributed in California, Connecticut, Maine, Maryland, Massachusetts, New Jersey, 
New York, Oregon, Rhode Island and Vermont, but customers in any state can order one at your dealership. 

Sonata Plug-in Hybrid buyers are currently eligible for a $4,919 federal tax credit. These tax credits reduce the amount 
of federal tax the purchaser is liable for, making them much more valuable than tax deductions. In addition, the Sonata 
Plug-in Hybrid is eligible for HOV-lane access in certain states.

https://performancemanager8.successfactors.com/sf/learning?company=HyundaiUSA&loginMethod=PWD#/login
http://www.HyundaiSalesTraining.com
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https://www.hyundaisalestraining.com/index.php?option=com_zoo&task=item&item_id=70&Itemid=197
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Years of Service 
Award Winners
Every month, we acknowledge the top STAR Recognition 
Years of Service award winners. Congratulations to 
the following Hyundai dealership team members who 
celebrated major milestones in February: 

FIFTEENTH ANNIVERSARIES
Timothy Brauchle, Burdick Hyundai, Cicero, NY
Billie Burks, Dutch Miller Hyundai, Huntington, WV
Nicholas Corner, Pugi Hyundai, Downers Grove, IL
David Cuticchia, Mirak Hyundai, Arlington, MA
Ernest Knight, Capitol Hyundai, Montgomery, AL
David Powell, Bakersfield Hyundai, Bakersfield, CA
Mathieu St. Pierre, Maxon Hyundai, Union, NJ

TENTH ANNIVERSARIES
George Best III, Pearson Hyundai, Richmond, VA
Royce Burns, Glick Hyundai, Monticello, NY
Reginald Burris Jr., Malloy Hyundai, Woodbridge, VA
Jose Chiaromonte, Rick Case Hyundai, Plantation, FL
Jon Gwinner, Mathews Hyundai, Marion, OH
Jessica Kennedy, Jason Pilger Hyundai, Gautier, MS
Victor Ochoa, Lithia Hyundai of Fresno, Fresno, CA
Juan Sauri, Orlando Hyundai, Orlando, FL
Mitchell Sears, Tysinger Hyundai, Hampton, VA
Leo Zombek, Arapahoe Hyundai, Centennial, CO

MORE  
HEADLINES                                   ON HYUNDAISALESTRAINING.COM

To provide you with a more complete and secure 
browsing experience, HyundaiSalesTraining.com will 
soon require signing in with a user name and password. 
Watch your email for complete instructions on how to set 
up your account. Once you’ve logged in, you’ll have access 
to all that the site has to offer. Here are links to the most 
recent additions:

	 Updated Awards and Accolades for 2018

	 “Hyundai LIVE! Cross Over to Kona” Job Aids and 
Recorded Webcast

	 Complete Product Information for All-New Kona  
and Accent

For the latest news, visit HyundaiSalesTraining.com 
regularly and scroll through the banner headlines on  
the home page. New stories are posted regularly.
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February results: Congratulations to the winners of last 
month’s “Scavenger Hunt” drawing:

CENTRAL REGION
—Robert Groll, Garber Hyundai, Saginaw, MI

EASTERN REGION 
—Kyle Smith, Hyundai of Turnersville, Turnersville, NJ

SOUTH CENTRAL REGION
—Eric Mikulenka, Brazos Valley Hyundai, Bryan, TX

SOUTHERN REGION 
—Phil Philyaw, Paramount Hyundai of Hickory, Hickory, NC

WESTERN REGION
—James Adams, Findlay Hyundai, St. George, UT

To see the answers to last month’s “Scavenger Hunt,” 
click on this link to go to our new Contest Results page on 
HyundaiSalesTraining.com.

SCAVENGER HUNT #21

SCAVENGER HUNT #22
Now that the Oscars are over, you may think it’s the end of 
awards season—but for Hyundai, it’s just begun. All of the 
questions in this month’s “Scavenger Hunt” relate to recent 
honors and accolades received by Hyundai and its models. 
Some of the answers can be found in this issue of The Sales 
Edge—but others may require you to visit hyundainews.com, 
HyundaiSalesTraining.com or even Google. The reward for your 
detective work? The chance to win a prize—and the knowledge 
you need to increase your Hyundai sales. 

Once you’ve found the answers to the following four questions, 
click on the link at the bottom of the quiz to submit them. If you 
score 100%, your name will be entered in our monthly drawing. 
The first name we draw from each region will earn $50 loaded 
to the winner’s STAR Rewards card. 

Submission deadline is Wednesday, March 28, 2018. Good luck!

1.  What two Hyundai models were recognized in the 2018 Car 
and Driver Editors’ Choice Awards? 

2.  Which Hyundai crossover placed in the top three of its segment 
in the Kelley Blue Book 2018 5-Year Cost to Own Awards?

3.  Besides Tucson, what Hyundai crossover was recognized in 
the J.D. Power 2018 Vehicle Dependability Study?

4.  The 2018 Elantra was recently recognized as the Best Value 
Compact Car in the U.S. by what organization?

Click on this link to submit your answers. You must be employed 
as a sales consultant at an authorized Hyundai dealership in the 
U.S. at the time your entry is selected to be eligible for prizes.  
All decisions are final. Winners’ names will appear in next 
month’s issue of The Sales Edge. 
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WHAT WOULD YOU DO? #22
YOUR SHOPPER ASSURANCE ELEVATOR SPEECH

You receive an Internet lead from a customer who asks, “What 
is Shopper Assurance and what is the benefit to me? I have an 
extremely short attention span, so please keep your answer  
to 50 words or less.”

What would you do?

Click on this link to submit your answer. Remember, for this 
special “What Would You Do?” challenge, your response must 
be 50 words or less. Responses will be judged by the Sales 
Edge editorial team on concern for the customer’s needs, 
practicality, uniqueness, professionalism and creativity. 

The sales consultant submitting the winning response will 
receive $100 loaded to his or her STAR Rewards card; second 
prize is $75; third place earns $50; and fourth place will win $25.

You must be employed as a sales consultant at an authorized 
Hyundai dealership in the U.S. at the time your entry is selected 
to be eligible for prizes. Submission of a response implies 
consent for publication. Winning entries may be edited for 
length or clarity. All decisions are final.

Responses must be received on or before Wednesday, March 28, 2018.
Winners of Challenge #22 will appear in the April 2018 issue.

First Place ($100): “First, I would inform John that, even 
though the Premium does cost a bit more, Blue Link is free 
for three years on 2018 models. Who doesn’t like free? 

“Next, since they both work in downtown buildings, Blue 
Link’s remote feature would enable them to easily find their 
vehicle in a crowded lot or even start their car! If they use 
parking meters, Blue Link also has a parking meter reminder 
to let them know if their time is running short. 

“When they’re on vacation, they can benefit from Blue Link’s 
remote and guidance features. So that they don’t get lost in 
remote areas, Blue Link has a guidance feature to keep them 
on the right track when their cell phones don’t have service. 
In the mountains or at the lake, the remote feature can set 
the climate in their car to a more comfortable temperature 
before they even get into the vehicle. No waiting in a cold or 
hot car for the temperature to stabilize!

“In the end, John and Mary will definitely see that this is the 
car for them!”

 —Celeste Rodriguez, Hanford Hyundai, Hanford, CA

Second Place ($75): “John, all of my customers love having 
Blue Link, and now that it is complimentary for three years, 
you’re actually saving as much as $900. I think you’ll both 
enjoy the convenience of the Remote Start feature from your 
smartphone—it’s a real time-saver, and nice being able to 
jump into your running vehicle which can be warmed up or 
cooled down using the Remote Climate Control. 

“And John, with Enhanced Roadside Assistance and 
Automatic Collision Notification, Hyundai can locate your 
vehicle in the event of a roadside breakdown or collision, 
and dispatch appropriate help when needed, anywhere you 
are. With Blue Link, you’ll have peace of mind knowing that 
Mary always has help available when she’s driving alone. And 
with Stolen Vehicle Recovery, no need to buy LoJack. If you 
ever have to report your Elantra stolen, police can track the 
whereabouts of your car and even immobilize it to minimize 
recovery time and get you back behind the wheel sooner. 

WHAT WOULD YOU DO? #21
BRINGING BLUE LINK TO LIFE

John and Mary Norton—newlyweds interested in purchasing an 
Elantra Sport—were the subjects of our February challenge. John 
was resistant to spending more money to get the Premium Package, 
and we asked how you’d convince them of the value of Blue Link.

Just about everyone mentioned Remote Start. Our favorite answers 
tied additional Blue Link features to John and Mary’s particular 
driving habits, and added something unexpected. 

Our top three winners are below. You can read our fourth place and 
honorable mention entries on the Contest Results page. All of them 
will help you improve your Blue Link presentations to customers.
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“Now, John and Mary, be sure to remind me while we’re on the 
phone adding the new car to your insurance. After we let them 
know you’ve got Blue Link, you might even see some additional 
savings on your insurance thanks to all of the great protection 
Hyundai is including with your new car.”

 —Ryan Fox, Sansone’s Route 1 Hyundai, Avenel, NJ 

Third Place ($50): “To help John and Mary understand the 
benefits of Blue Link over the cost, I would demonstrate it 
to them on my Hyundai Santa Fe Sport and show them how 
it all works. I would then show them how Blue Link works 
in conjunction with the radio and other features of the new 
Hyundai Elantra Sport. 

“If they still hesitate, I would let them know that the Blue Link 
comes at no cost to them for three years. I would explain to 
them the benefits of Remote Start and Remote Climate Control 
when they go to the mountains—the ability to start and warm 
up or cool down the Elantra would be a convenience to them, 
because their new Elantra would be at the temperature they 
specified. 

“I would show them not only Blue Link, but the other extra 
features in the Elantra Sport Premium Package, and then 
show them the benefits they would get from them.”

 —Jason Jutz, Jerry’s Hyundai, Weatherford, TX
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