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Customer attrition for many tire dealers and retreaders ranges of 5% to 15% each year. Diminishing customer control affects many independent commercial tire dealers and retreaders. Dealers report today that they have a shorter customer list of larger accounts. Many dealers have less control of customer relationships, pricing, and profit margin.

Customer attrition is a fact of business life that cannot be ignored. Having established many reasons for attrition, it is time to address how tire dealers can create new business. 

Sell additional products and services to existing customers or your customer’s new locations.

Sell new customers your products and services.

Here are some of the common threads among Modern Tire Dealer’s Dealer of the Year finalists. Top dealers communicate frequently with past customers to help build better relationships:

Post cards also notify your customers about a new product, service, or special you offer. Fleets respond to tire systems that help manage overall tire costs.

Customer newsletters provide helpful tips and interesting tire and vehicle information to keep customer interest high and help you stand out from the competition.

Most dealers participate in several service organizations such as Rotary and Lions clubs. 

Become active in customer industry associations. Top commercial tire dealers participate in customer associations. 

Look for ways to consolidate customer business with you as the supplier. Top dealers employ sales people who know their business and know their customer’s business too. The top dealers report very low employee turnover. 

Offer what customers need. Top commercial dealers offer new tires, retreading service, road service, rim and wheel services, and truck tire balancing and alignment. Some also offer OTR tires and related services. 

Develop superior management skills. Top dealers are hungry for ideas about improved management practices. Top dealers sell value to customers rather than the lowest price. Telephone systems work so customers get the quick service they expect. Top echelon dealers actively advertise the benefits they offer. Many dealers advertise in local newspapers and on billboards. 

Do what it takes to satisfy customers. Winning dealers go the extra mile for customers. 

