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Controlling Costs Through  
INTENTIONAL MANAGEMENT

CAPITOL CHEVROLET holds a lot of bragging rights. 
It’s Austin's original and first Chevrolet dealer. After 80 years, it’s  
still family-owned. And today, it is the number-one Chevrolet 
dealership in the Austin zone.

But anyone in the car business knows that biggest (sales volume) 
doesn’t necessarily mean best (most profitable). 

That’s why Capitol’s Owner, Nancy Harper, is relentless about 
reducing expenses. And so is her CFO, Robert Ruiz.

“If a business is spending more than it’s making, it’s never going  
to grow. Controlling costs is the surest path to growth,” said Harper.

Growth is an understatement to describe Capitol’s performance 
in the last three years. There are many reasons for the growth, but 
Harper said sales have snowballed since General Manager Alex 
Flores joined the team in 2016. 

“Growth is fantastic,” she said, “but we weren’t prepared for that 
kind of volume. When that happens, spending can outpace sales.  
We really had to be deliberate in our spending and review every cost. 
We dedicate a lot of time to our financial performance and hold 
people accountable.”

Harper gets many of her cost-cutting suggestions from her 20 Group, 
which Ruiz also attends. She and Ruiz analyze expenses, compare 
them to benchmarks and consult NADA’s productivity guide. 

Part ONE in a Series:

COST 
CONTROL 

Controlling expenses is the first step in growing  
a profitable dealership. Below please find the first in a  

four-part series featuring dealer best practices for  
successful cost cutting and belt tightening. 

CONTINUED ON PAGE 2

Nancy Harper and her 
CFO Robert Ruiz put 
every department and 
expense under the cost 
management microscope.
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CONTINUED FROM PAGE 1

Controlling Costs Through  
INTENTIONAL MANAGEMENT

“We use every tool available to help us increase efficiency and operational  
effectiveness. It’s sometimes hard to do when you’re growing so quickly.  

But without intentional management, costs can eat your profits.”

“We use every tool available to help us increase efficiency 
and operational effectiveness,” said Harper. “It’s sometimes 
hard to do when you’re growing so quickly. But without 
intentional management, costs can eat your profits.”

Harper and Ruiz put every department and expense under 
the cost-management microscope, especially employee 
compensation.

“Overtime can be an issue for us,” said Ruiz. “Our labor rates 
can quickly become a problem if we’re paying overtime to 
too many of our team members. Because of our extended 
growth mode, we’re always examining the cost of hiring new 
staff. Even our salaried employees’ pay can be a problem if 
our compensation model isn’t managed efficiently.”

Ruiz said that cost management is never done. As such, he is 
always looking for new ways to reduce expenses, especially 
in the area of duplication.

“We’re constantly looking at our vendors to eliminate any 
redundancy that might exist,” Ruiz said. “Using GM-approved 
vendors can also reduce costs because of the economy of 
scale that comes from GM’s buying power.”

Nancy Harper, Owner  
of Capitol Chevrolet  
in Austin, Texas. 
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Have you started utilizing Drive Growth at your dealership yet? Take full advantage of the new GM resource by participating in exclusive  
webinar training sessions designed specifically for WRN/MDD dealers. Launched in December 2018, the sessions provide additional support to 
field training and target both beginner, intermediate and advanced users. See past topics below, and mark your calendar for future sessions.  
For more information about the seminars, or to be added to the email distribution list, please contact nicole.mitchell@gm.com. 

Find all 2019 WRN events here: www.gmwomensretailnetwork.com/calendar/

DRIVE GROWTH WEBINAR TOPICS

February 2019 
DAYS TO SALE REPORT  
A Detailed Review of the Drive 
Growth Days to Sale Report 
and How to Best Utilize it to 
Provide Action and Measurable 
Results

January 2019 
NAVIGATING DRIVE 
GROWTH TO DRIVE SALES: 
A Look at the Funnel/Filter 
Function in the Drive Growth 
TCA Reports

December 2018
WELCOME TO DRIVE 
GROWTH (novice users)  
A Beginner’s Overview of  
Drive Growth

SHOW ME THE MONEY! 
(intermediate/advanced users) 
A Deeper Dive into New Vehicle 
Opportunities

March 2019 
DRIVE GROWTH  
Coaching and Performance 
Improvement Tool

Wednesday, 
April 17, 2019

Wednesday, 
June 12, 2019

Wednesday, 
May 15, 2019

Upcoming Dates  
(subject to change)

DRIVE GROWTH

MARKET SEGMENT: Buyers seeking SUV functionality in a  
two-row midsize.

TARGET CUSTOMER: Focused on quality, looking for style.

STANDARD CONTENT: Impressive lineup, including HID 
headlamps, Teen Driver, sliding rear seat, 8-inch touchscreen,  
4G LTE Wi-Fi hotspot and Apple CarPlay/Android Auto.

ULTIMATE IN COMFORT: Available heated and ventilated seats, 
available heated steering wheel and automatically controlled 
cabin temperature.

 
 

EVERYDAY CONVENIENCE: Convenience in a variety of available 
technologies, including Keyless Open, Rear Seat Reminder, 
available hands-free power liftgate, available Hitch Guidance,  
standard for RS and Premier Chevrolet-First Cargo Management 
System, reconfigurable space and flexible storage solutions. 

ADVANCED SAFETY: Advanced safety from standard or available 
features, including Lane Change Alert with Side Blind Zone Alert, 
Rear Cross-Traffic Alert, Rear Park Assist, HD Surround Vision, Rear 
Camera Mirror, Adaptive Cruise Control — Advanced, Following 
Distance Indicator, Forward Automatic Braking, Forward Collision 
Alert, Front Pedestrian Braking, Lane Keep Assist with Lane 
Departure Warning and Safety Alert Seat. 

ALL-NEW BLAZER FAST FACTS

2019  
CHEVROLET  
BLAZER
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Eve Knudtsen understands the importance of helping others 
succeed, especially other women. In recognition of her selfless 
work, she was named one of Idaho Business Review’s 2019 

Women of the Year. The award recognizes 50 outstanding women for 
excellence in leadership, professional accomplishments, mentorship 
and community service.

“As women, our most important role is growing the next generation of 
female leaders,” said Knudtsen, dealer, Knudtsen Chevrolet, Post Falls, 
Idaho. “Mentoring other women is one of the greatest joys of my life.  
I am both humbled and thrilled to be selected alongside Idaho’s most 
prominent women for our work to mold future female leaders.”

When it comes to assisting women, Knudtsen casts her net very 
wide. Not only does she serve on WRN's Women’s Dealer Advisory 
Council and support the WRN Drive to Succeed Scholarship, she is a 
member of the WRN GMW1 20 Group. She prioritizes education with 
her employees and promotes dealership career opportunities for 

women (and men) throughout her community’s school system and 
vocational programs.

The Idaho Business Review’s Associate Publisher Cindy Suffa said the 
award recognizes women who are positively shaping Idaho’s economy. 
“We are fortunate to live in a community in which so many women are 
not only breaking barriers, but helping others along the way,” said Suffa.

Knudtsen has been particularly active with the Coeur d’Alene Area 
Economic Development Corporation, which works to expand and 
diversify the economic and employment base of Kootenai County in 
Northwest Idaho. As past board chair of the organization, Knudtsen 
has also mentored members of The Lady d’Alenes — a network of 
women collaborating for the betterment of the community and the 
next generation of young professional women. She is currently working 
to help improve the health care of the community as the chair of the 
Kootenai Health Foundation, fundraising arm of the Kootenai Health 
Medical Center. 

Knudtsen Honored as 
One of Idaho’s Best

As women, our most important role is  
growing the next generation of female leaders.“ “

Eve Knudtsen has spent more  

than 25 years working at her  

third-generation dealership that 

now includes her daughter, Lauren 

Benedict (front left). She is proud 

to have females represented in all 

roles, from sales and front office,  

to bodywork and service technician.
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GENERAL MOTORS announced that it delivered 665,840 vehicles 
in the first quarter of 2019, with a selling mix of trucks, SUVs and 
crossovers above 80 percent. GM’s focus on these vibrant segments 
helped it earn the highest average transaction prices for any first 
quarter in the company’s history. 

The Chevrolet Trax, Equinox and Colorado all set GM first-quarter sales 
records and the GMC Acadia posted its best quarter ever. The all-new 
Cadillac XT4 was the best-selling vehicle in its segment and the Buick 
Enclave was up 28 percent versus a year ago.

The all-new full-size pickups from Chevrolet and GMC are also off to a 
very strong start.

“Our production launch was very smooth and crew cab sales are 
brisk, especially those with premium trims,” said Kurt McNeil, U.S. vice 
president, Sales Operations. “We look forward to improving availability 
of our wide-range of cabs, trim series and powertrains.”

• Combined sales of the 2019 Chevrolet Silverado 1500 and GMC 
 Sierra 1500 crew cabs — the first of the company’s all-new full-size 
 pickups to launch — were up 20 percent year over year.

• Crew-cab production mix is currently running above 70 percent to 
 meet strong customer demand, up 10 percentage points on average 
 from the previous-generation trucks.

• More than 95 percent of the all-new GMC Sierra 1500 crew cab sales 
 are high-end trims including SLT, AT4 and Denali.

Availability of all-new regular-cab and double-cab pickups was very 
limited during the quarter due to launch timing, but full production of 
all cab styles started in March and they currently are arriving in dealer 
showrooms. 

 

GM will begin the next phase of its full-size pickup truck launch in the 
second half of the year with the all-new 2020 Chevrolet Silverado HD 
and GMC Sierra HD.

“We are bullish on pickups and expect to gain sales momentum 
throughout the year,” said McNeil. “We are installing capacity in Flint to 
build more HD pickups in total, more crew cab models, more dualies 
and diesel models, too, all in response to dealer and customer demand.” 

Other new models launching this year include the XT6, Cadillac’s first 
three-row crossover, and the CT5, Cadillac’s new luxury-sport sedan. 
The all-new Chevrolet Blazer is also gaining momentum, and the brand 
will begin national advertising for the vehicle during the second quarter 
as production ramps up.

Solid U.S. Economy, Strong GM Operating Discipline 
GM sales in the first quarter of 2019 were down 7 percent year over year 
compared to a very strong first quarter of 2018.

“After a slow start to the year, the retail SAAR has risen each month 
since January,” said Elaine Buckberg, GM chief economist. “Consumer 
sentiment continued to recover in March and the other key drivers 
of auto sales like employment, wage growth and household balance 
sheets are healthy. The Fed paused in raising interest rates, which 
eases a headwind facing auto sales. Overall, the U.S. economy is in solid 
shape, which bodes well for the industry outlook.”

GM’s Commercial deliveries, which are another barometer of economic 
strength, grew at an average annual rate of more than 7 percent 
from 2012 to 2017 and were up 11 percent year over year in 2018. 
Commercial deliveries were close to flat to a very strong first quarter a 
year ago, even with limited availability of regular light- and heavy-duty 
pickups, and heavy-duty crew-cab pickups.

U.S. SALES HIGHLIGHTS 
1ST QUARTER 2019
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WESTERN REGION 
Eve Knudtsen 
208.664.8107 
evek@knudtsen.com 

Katy Moore 
509.837.5501 
katymoore@speckdealerships.com

NORTH CENTRAL REGION 
Katie Bowman Coleman  
248.625.5071 
kbcoleman@bowmanauto.com

Mary Jo Wheeler-Schueller  
715.748.2371 
maryjo@wheelergm.com

SOUTH CENTRAL REGION 
Lisa T. Rebowe (Chair) 
504.366.4381 
lrebowe@lesonchevy.com 

Lizbeth (Liz) Gutierrez 
504.366.4381 
lizgtz2001@yahoo.com

NORTHEAST REGION 
Amy Cram 
315.539.9272 
acram@billcramchevrolet.com

Open Seat

SOUTHEAST REGION 
Christa Luna (Vice Chair) 
863.763.3154 
christa@gilberthasit.com 

Kristy Elliott 
828.209.2027 
kristy@sunshinechevy.com

CANADA 
Sara Snowden 
519.455.6200 
ssnowden@macmaster.on.ca

2019 WDAC Regional Representatives 
The GM Women’s Retail Network (WRN) is 
comprised of dealers, dealer management staff 
and stakeholders working together to improve 
dealer quality and profitability by leveraging 
the mutual support systems that benefit its 
members.

www.gmwomensretailnetwork.com

 
WRN LINK is published by the  
Women’s Retail Network (WRN)  
for the GM women’s dealer network.  
For information about WRN, contact:

Jaqueline Vessel 
817.320.8651 
jacqueline.vessel@gm.com

Editorial and design: 
Meg Lopé & Associates, LLC

Thank you to Mary Nurse, owner of  
Nurse Chevrolet Cadillac, for her time as 

Canada’s second representative on the WDAC! 
Nurse was instrumental in carrying the WRN 

message to other female dealers in  
Canada and will be missed.  

And a warm welcome to Dealer  
Sara Snowden of MacMaster Chevrolet 

Cadillac! Snowden will serve as the newest 
WDAC representative of Canada.


