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PRAISE FOR 
THE FUTURE OF AUTOMOTIVE 
FINANCE AND INSURANCE


In The Future of Automotive Finance and Insurance, Joel Kansanback delivers an insightful exploration of the automotive industrys evolving landscape. With a keen focus on exceptional culture, transformative leadership, and best practices, this book serves as an essential guide for professionals navigating the complexities of finance and insurance in the automotive sector.

Kansanbacks expertise shines through as he provides a comprehensive framework that encourages innovation and drives success. This is not just a read; its a road map for those eager to thrive in a rapidly changing environment. So, grab a legal pad and penyoure going to want to take notes as you absorb the valuable lessons within these pages. Highly recommended for anyone committed to advancing their knowledge and impact in the automotive industry.

Adam Marburger

President and CEO, Ascent Dealer Services

I have known Joel for many years and value his insights, energy, and expertise in the automotive industry.

This book provides invaluable information about how to build not only a successful finance and insurance department in a dealership but also a successful dealership. Many businesses are driven by a persons individual energy and talent, but this is not sustainable over time. Joel discusses how to build a dealership that will stand the test of time. Building a sustainable culture through proper recruiting, training, and mentoring will make a dealership successful over time; Joel does an excellent job of outlining how this can be accomplished. This book provides an honest, real, and pragmatic approach to winning every day, week, month, and year. I would recommend people take the time to read this book and follow the playbook.

David Roen

Partner, St. Paul Auto Group

Joel Kansanback effectively navigates the current challenges with the way auto dealers continue to sell cars and F&I products and offers a practical, actionable road map for owners who want to grow their dealerships in a profitable and compliant manner in the future. This relatable, common-sense, and engaging read weaves the perfect balance of positive culture values and practical steps for an owner or executive manager.

Ryan Hanlon

Chief Sales Officer, Portfolio

The Future of Automotive Finance and Insurance by Joel Kansanback offers a compelling and insightful examination of leadership within the dealership environment. Kansanback challenges industry professionals to recognize the profound influence their communication and behavior have on both their teams and organizational outcomes. Though many of the principles may seem intuitive, this work serves as a critical reminder that true leadership requires deliberate reflection and action. It is an essential read for any manager committed to building a world-class culture and preparing for the evolving market of tomorrow.

Bill Wilson

President of Sales Distribution, Acrisure Protection Group

Joel nails the critical gaps between the customers desires for a transparent car buying process versus the reality of the dealer process employed by many dealers across the country. The consumer is demanding new ways to interact with the dealers, including doing my research on F&I products before going into the dealership. Dealers are slowly evolving their sales processes in the F&I office as training and new technology tools are being introduced to help dealers and consumers.

Brian Reed

CEO and Founder, Digital Auto Advisors
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FOREWORD

There are few individuals in the automotive retail world more uniquely qualified to write about the future of finance and insurance (F&I) than Joel Kansanback. With more than thirty-five years of hands-on experience as a successful F&I executive, a respected entrepreneur, and a trusted industry speaker and author, Joel brings an unmatched depth of insight and practical knowledge to the conversation.

In this book, Joel distills decades of experience into a foundational guide that not only explains how the F&I industry operates but also offers tangible, real-world strategies for improving dealership performance. His approach is both comprehensive and actionablemaking this a must-read for anyone looking to deepen their understanding of F&I and excel in it.

Whether youre an aspiring F&I professional, a dealership owner, a general manager, or a seasoned sales or F&I manager, this book will serve as a crucial resource. Joel lays out the interconnected components of the F&I ecosystem with clarity while also providing a thoughtful and informed vision of where the industry is headed.

This is more than just a guideits a strategic tool. Keep it on your desk, reference it often, and allow it to inform your decisions. For franchise dealer owners and their leadership teams, the insights within these pages can offer a competitive edge, improve operational effectiveness, and prepare your store for whats next.

The future of F&I is being shaped right now. With Joel Kansanbacks guidance, youll be ready not just to meet it, but to lead it.

I hope you enjoy the book as much as I did.

Steve Greenfield

General Partner, Automotive Ventures

Author of The Future of Automotive Retail and The Future of Mobility




INTRODUCTION

The US automotive industry, as a whole, is critical to the nations transportation and supply-chain logistics. As such, automotive retail is a vital part of our economy, so much so, in fact, that it often gets sucked into commentary by self-serving alarmists who have nothing to do with the automotive field. I cant tell you the number of times Ive heard these experts forecast certain doom on American dealerships and demand changes from us, only for their predictions to fall by the wayside, never actually coming to pass.

Weve made it through gas crises, recessions, strikes, recalls, mandates, and more. COVID-19 limitations were brand-new, and we not only made it through, but sales skyrocketed, and we met the demand head-on. Each time, not only were the doomsayers wrong, but the industry emerged even stronger than before. We are currently at a point where uncertainty over the future of automotive retail is intensified by zealous convictions about sustainability, Federal Trade Commission threats, and mandates that change with each administration. Even as I write this, alarmists are screaming anew, dooming auto sales to a full-on crash because of tariffs. Im here to tell you, we will survive; we just need to look at our market squarely and adjust to its demands.

My name is Joel Kansanback. Supporting the business of car dealerships has been my passion since 1990, when I started at Pat Ryan and Associates. Just before that, in 1989, I graduated from Minnesota State University, Mankato, with a BS in business administration, with concentrations in marketing, real estate, and insurance and a minor in speech communications. Proud to be recognized as District Manager of the Year at age twenty-five, I continued with Ryan as a specialist, account representative, district manager, training district manager, and regional business development manager. Six years in indirect lending culminated with me assuming the position of sales director for CitiFinancial Auto. By 2002, I was ready to strike out on my own, and I founded Automotive Development Group (ADG) out of my home.

In 2004, Bill Kelly joined me as a partner, and together, we went on to build one of the fastest-growing and largest finance and insurance (F&I) agencies in the country. Doing business in seventeen states, ADG became a recognized leader in training and income development by utilizing its patented Proactive Selling System and Proactive Development System. Also during this time, I was a founding partner in Genessee Financial, a subprime auto finance company, as well as Dealer Admin Services, an F&I product provider. In 2018, ADG was sold to Brown & Brown Dealer Services, where I became an executive vice president, overseeing much of the Midwest and Texas as well as overseeing the training functions on a national level. In 2021, Dealer Admin Services was sold to Brown & Brown Dealer Services. In 2024, I left Brown & Brown to pursue new interests.

In the recent past, Ive had the honor of speaking at Agent Summit and Industry Summit, and Ive authored several pieces for industry publications. Throughout my career, talent acquisition, training, team building, and creating winning cultures have been central to the success Ive seen. In these thirty-plus years of focus on the dealership business, and especially F&I, Ive had the unique experience of watching the industry grow up. If we look back, the traditional car dealership ranked as one of the least customer-friendly businesses consumers had to deal with.

Its difficult to even recount the domineering attitude that was commonplace on a dealership sales floor. The concept of transparency wasnt even in the backs of dealers minds. The more payments they could pack, and the more on-the-spot commitments they could force, the better the salesperson was. Admittedly, this screams unethical now, but at the time, it was just the way auto retail was conducted.

Dealerships knew the average car-buyer had no idea how to negotiate at that time in history, and they took full advantage. There was no internet to consult; they didnt know what interest rates were; and they were pretty securely bound by what we told them, so buyers actually made the huge purchase of an automobile without shopping the financing.

Then came the waiting game: Buyers were purposely made to wait, for hours in most cases, for any type of word regarding their purchase. The concept was to make them sweat, so when the salesperson finally returned with positive news, the buyer would be so exhausted and grateful that everything had gone through that they would just sign whatever it was. Then, at just the right time, wed simply declare how much their payments would be.

Each dealer in this scenario had a singular objective: Dont let the customer get away, or the sale would undoubtedly be lost. The buzzword, clearly, was control. There was an obsession among dealerships to get control of the customer. Managers would bark it out, Go get control of your customer.

Here is where we continue to veer off course as an industry. Many dealerships still operate under the mindset that the customer must be conquered. Now, I know most dealerships today generally attemptwith varying degrees of successto be customer-friendly and progressive. Yet some residual thinking is dominant on many sales floors, such as pressure sales and on-the-spot surprises. If any of this sounds like the way your dealership has always done things, its critical that you eradicate this type of mindset. You are alienating your customers and your workforce, and you may not be complying with the law. In order for all of us to make money, a different ecosystem is needed in the entire industry, an updated way of treating customers and handling their business, one that customers want and will respond to.

Did you know the average buyer dreads having to physically go to a traditional car dealership? People come into the car-buying process guarded, even if theyve talked to us on the phone, because theyre often leery about how long and drawn-out the process will be. One young man in Western New York borrowed his aunts car for months because the idea of dealing with a car dealership was so distasteful. Hes one of millions of shoppers who want a streamlined car-buying process. Not only do we as an industry need to face change, but we also need to run toward it, be willing to get uncomfortable in order to progress, even be willing to shoot some sacred cows.

Convenience, innovation, and less in-person time throughout a sale are the terms highly valued by todays consumer. Yet to this very day, salespeople and F&I teams follow the same seven-to-twelve-step Road to a Sale thats been standard for the last fifty-plus years. This process is outdated, and we will discuss the necessity of bringing customers into a loop of sales, service, and repeat business. When customers realize that a dealership can provide expedited service and well-functioning online options, we see a completely different attitude. When the trip to the dealership only involves the tasks they want to go there for, consumers exhibit almost no resistance to the car-buying process.

The changes Im talking about have nothing to do with predictions. The truth is, we are at a pivotal point in the automotive retail industry. This is not a gloom-and-doom prediction; this is a factual observation: Were seeing advancements in auto retail that will overshadow those dealerships who refuse to keep up. Industry leaders must get their heads out of the sand. Amazon is beginning to provide the car-buying experience modern consumers want. If youre going to succeed in this market in the coming decade, you must make yourself aware of whats happening and consider how your business fits into that.

Having worked with the best and worst of dealerships throughout my time, as I pondered writing about it, the highest performers were the ones I wanted to highlight. Why? Because they understand that the attitudes and processes that they put into place are what cause the highest grossand they are 100 percent right. Thats where most dealerships want to be: grossing at their highest potential. Along those lines, five industry experts will join our conversation to help convey the reality of whats happening on the sales floors of the best performers and what works to put them in the category of industry experts.

With this book, it is my hope that you can take a step back and consider the big picture: Lowering turnover, increasing productivity, and generating outside returns for your dealership all work together, and they create an ecosystem that supports higher F&I profits.

In chapter 1, well cover how a new culture of consumers is blowing up traditional retail expectations and the changes that must be embraced to be effective, and well establish the protocols that todays consumers want in a car-buying experience.

The culture in your dealership either makes or breaks your overall success, and well make a pretty conclusive case for that opinion. Culture is not just a buzzword; a positive culture in your dealership can boost sales, increase F&I profits, provide customer returns, and bring you into automatic compliance.

Chapter 2 discusses the dealership workforce that melds with our new buyers, how it may differ from past automotive retail teams, and how to begin bringing your workforce into the positive culture you want.

Society has projected an overall harsh judgment on the younger generations, but these groups identify with the new culture of consumers. Writing them off as soft and unsuited for a dealership would be a mistake. Along these lines, well take a hard look directly at dealership management, your role as a dealership leader, and the least and most effective management styles.

In chapters 3 through 5, well begin to highlight advanced strategies that are currently working in the highest-performing dealerships. How do these stores find and retain talent? How do managers at the highest-grossing desks coach their teams? What strategies, processes, and mindsets do they take on to be the best?

For the dealer unfamiliar with world-class dealership operations, its a bit like a 1999 Camry owner who buys a brand-new 2026 model. It may seem overwhelming at first, but they quickly find themselves relying on features such as the lane-change indicator, onboard GPS, digital temperature control, and no-crash braking system. The vehicle practically drives itself; how did they even deal with the 1999 Camrys roll-up windows and barely functioning AC? Every dealer I have ever known who earnestly embarks on a world-class journey feels similarly to that Camry owner.

You have the ability to turn any anxiety surrounding the future into market advantages and profits. Well discuss straightforward processes that can help you not only weather any upcoming storms but also capitalize on them.

Chapter 6 is dedicated to the true key to dealership success: world-class training. Comprehensive, world-class training brings culture, technology, and compliance together seamlessly by supercharging processes that are already needed to run a dealership.

Compliance training, specifically, tackles three main motivators/benefits. First, complying with the law is simply the right thing to do. Protecting consumers nonpublic information, for instance, is just ethicaland this type of action will also avoid a compliance breach. Second, if you are found to be noncompliant, your dealership will face fines, which, more recently, have been substantial enough to cripple dealerships. Lastly, unethical car deals will receive negative publicity that is hard to overcome. When announcements are made about dealerships that pack on undisclosed costs or pricing, the reputational damage can be staggering to their profitability, both in that moment and in the future. Your best way of combating that is with world-class training.

Chapters 7 and 8 comprise the monstrous subject of compliance. How the hell did auto retail laws, specifically, become so oppressive? With most of us still reeling from the Combating Auto Retail Scams threat, what compliance laws are actually applicable? Beyond that, how does dealership culture tie it all together?

Believe it or not, your dealership culture can set you up for legal disasters or automatic compliance. For instance, I know of one dealership in Central Texas that is known for catering to families. The dealer is open about their clean, conservative image. This dealership happens to be located in the middle of the citys bar district, a part of town that is outstanding for car sales but not so much for its clean image. To be sure their values dont collide with those around them, this dealer doesnt permit their employees to wear their work shirts at any of these neighboring clubs. If their polo, with their company logo clearly emblazoned on the left breast, is spotted at one of these establishments, the wearer is immediately terminated.

Automatic compliance works the same way: The rules the dealership requires for team members to retain their employment make it unlikely that there will ever be an offense.

Chapter 9 simplifies much of the confusion over technological advancements within the automotive industry. Because technology is so broad and is moving so fast, the power of tech seems overwhelming to many dealership leaders. We are going to limit our discussion to three main aspects of technology in our industry: how technology can streamline processes and bring about the desired forty-five-minute in-store process, how proper use of AI can support your business and help team members reach top performance, and how cutting-edge technology can be used in the critical areas of training and compliance.

Im reminded of the period in history when smartphones first emerged. The early adopters understood up front that a life-changing resource was literally at their fingertips. They could text, email, shop, manage their calendar, and search the internet all from one convenient device. Then, we have those who still to this day dont know how to use apps or a digital calendar, and when they are asked about it, theyre just lost.

Finding and retaining the right technology, updated retail options, and properly functioning digital retail tools are critical to future F&I success.

Finally, chapter 10 reveals what is actually happening in the F&I box. Well explore some fresh ways to present F&I and show how F&I profit fits into your ecosystem and feeds a continuing loop of business.

Often, newer F&I managers only know what theyve learned from early career supervisors and mentors. As you set out to really prosper, I hope to offer a different perspective and show you how to broaden your skill set while challenging yourself to grow.

***

Robust future profits will rely upon not only creating a culture for our customers but creating one that incorporates our management teams, our workforce, and todays ever-shifting technologies as well. If you think about it, what a dealer is offering is something that nearly everyone in society genuinely needs. They will buy a vehicle. The question is, will they buy from you? You have the ability to turn any anxiety surrounding that question into market advantages and profits.

I want to encourage every dealer by saying we are not in a downward spiral. By the final chapter of the book, I hope to leave you motivated and empowered. Dealerships can overcome the biggest challenges of the next decade and reach even higher levels of success and profitability. So lets start at the beginning, where every strategy moving forward will spring from: your dealerships culture.
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