Entering the automotive world can be exciting, but it can also be stressful, especially when you’re surrounded by a
fast-paced environment and everyone’s speaking in abbreviations, acronyms, and dealership slang that sounds like
a foreign language. It’s even more overwhelming when you don’t fully understand what’s being said or how to
respond with confidence.

That ends today. This glossary of common automotive terms is designed to help you bridge that gap, to understand
what’s being said around you, communicate upward with managers and leadership, and feel like you truly belong in
the business.

The Key though is to not use this dealership lingo when speaking with clients. The goal isn’t to sound like a “car
guy” to your customers, it’s to understand the business so deeply that you can translate complex dealership talk
into simple, clear explanations your customers actually understand. Because in the automotive industry, language
is leadership. The words you use reflect your confidence, understanding, and professionalism. Top performers
don’t just know how to sell, they know how to speak the language of success.

Master these terms, and you’ll;
e Communicate with clarity and authority.
¢ Earn instant credibility with managers and peers.
¢ Build trust with customers through clear, confident explanations.

In short, the more fluent you become in the language of this business, the faster you’ll rise in it. So, let’s get fluent,
and let’s turn dealership confusion into communication mastery.

Dealership & Sales Terms

Desk Manager / Closer — The manager who structures deals, manages numbers, and steps in to assist with
finalizing sales. Their goal: protect gross and support sales success.

F&I (Finance & Insurance) — Department responsible for financing, contracts, and offering backend protection
products like warranties, GAP, and tire & wheel coverage.

BDC (Business Development Center) — Handles incoming leads, phone calls, and appointments, keeping the
showroom traffic steady.

CRM (Customer Relationship Management) — The digital database that stores all lead, contact, and deal
information. If it’s not in the CRM, it didn’t happen.

Up / Lot Up — A customer physically on the lot ready to be greeted.

EMI (Early Management Intervention) — Introducing management early in the process to establish leadership,

trust, and unity. The goal is to create confidence before the negotiation stage.

“Mr. Customer, I'd love to introduce you to my manager. He’s the one who helps ensure my customers get the
best experience possible.”

TO (Turn Over) — When a salesperson turns the customer over to a manager or another rep to assist or close. It’s
teamwork, not defeat.

Desk / Pencil / First Pencil — The first structured proposal presented to a customer.

House Deal — A sale that belongs to the dealership (not a salesperson).

Front-End Gross — Profit earned on the vehicle itself before any add-ons.

Back-End Gross — Profit generated in F&I from financing reserve and protection products.

Holdback — A percentage (usually 2—3%) of MSRP paid to the dealership by the manufacturer after the sale.
Pack — A flat fee subtracted from gross profit to cover dealership costs or advertising.

Mini Deal - A sale that pays the minimum commission due to low profit.

KPI (Key Performance Indicator) — The measurable actions that determine your success: calls, demos,
appointments, and sales.



Units — The number of vehicles sold during a specific period.

PVR (Per Vehicle Retail) — Average profit per vehicle, combining front-end and back-end.

Draw — An advance on expected commissions, often paid weekly or biweekly.

Flat — A set commission paid on low-gross or incentive deals.

Spiff / Bonus — Short-term incentive for performance or hitting targets.

Reserve — Money earned from marking up the customer’s finance rate.

Stips (Stipulations) — Documents required by lenders (proof of income, residence, insurance, etc.) before funding
a loan.

Backend Product — Any F&I product sold after the vehicle sale: warranties, GAP, service contracts, etc.
Bump — Increasing the customer’s offer or payment slightly to reach a workable deal.

Floorplan — The dealership’s credit line used to finance inventory.

Delivery Board / Sold Board — A public scoreboard of daily and monthly results — your accountability wall.

Pack Meeting / Sales Huddle — Team meetings to align goals, share wins, and motivate the team.

Sales Process Terms
Meet & Greet — The first interaction. Sets the tone and establishes trust.

Discovery / Needs Assessment — Asking high-value questions to uncover the customer’s needs, motivations, and
emotional drivers.

Demo / Walk-Around - The Feature—Benefit—Value (F-B-V) presentation of the vehicle.

Trial Close — Asking an assumptive question to gauge interest:
“If the numbers work and it feels perfect, is this the one you’d want to see in your driveway?”

Write-Up — Completing the buyer’s order or trade appraisal form before presenting numbers.

Objection — A concern that slows or stalls the sale. Not rejection, an opportunity for clarity and connection.
Value Building — Demonstrating the emotional and logical value of the vehicle and your process.

Delivery — The celebration moment when the customer takes possession.

CSI (Customer Satisfaction Index) — The manufacturer’s survey measuring how satisfied the customer was with
their buying experience. High CSI scores bring bonuses, repeat business, and trust. Low CSI hurts dealership
reputation and future income. Protect your CSI, because it protects your paycheck.

NPS (Net Promoter Score) — A loyalty metric measuring how likely a customer is to recommend you or your
dealership to others. Scores above 9/10 mean strong promoters. Focus on experience, follow-up, and gratitude to
keep your NPS high. Promoters create repeat business. Detractors create lost opportunity.

Lead Management & Prospecting Terms

Lead — A potential customer who’s shown interest through online inquiries, phone, or walk-ins.
Engagement Rate — The percentage of leads who reply or respond to your outreach.
Appointment Rate — The percentage of engaged leads who set an appointment.

Show Rate — The percentage of appointments who actually show up.

Closing Ratio — The percentage of customers who buy after sitting at your desk.

Be-Back — A customer who didn’t buy initially but returns. High closing ratio opportunities.
Pipeline — All active prospects you're nurturing toward a sale.

Prospecting — Actively seeking new opportunities through calls, messages, social media, and networking.



Orphan / Orphan Owner — A customer whose original salesperson or advisor no longer works at the dealership.
These are gold mines, customers who already trust the store but need a new point of contact. Orphans don’t need
a cold call, they need a caring call.

BDC Lead - A lead handled and scheduled by your Business Development Center before it's handed off to you.
Desk Log / Traffic Log — Tracks all customer interactions, appointments, and sales.

Ups System — The rotation system for assigning walk-in customers.

Hot Sheet — A daily list of active and pending deals — your “battle board.”

Trade-In & Wholesale Terms
Trade-In / Appraisal — Evaluating a customer’s current vehicle for trade value.
ACV (Actual Cash Value) — The real, market-based value of the trade-in.

Over-Allow - Giving the customer more than the ACV to make the deal work, offsetting it elsewhere in the
structure.

Book Value / Book Out — The vehicle’s estimated value from guides such as NADA, KBB, or Black Book.

Recon (Reconditioning) — Preparing a vehicle for resale by repairing and detailing.

Front Line Ready — Fully reconditioned and ready for retail.

Aged Unit — A vehicle that’s been in inventory for 60-90+ days and needs to move quickly.

Wholesale / Auction — Selling trades or used cars to other dealers or through auctions like Manheim or ADESA.

Equity Position — The difference between what the trade is worth and what’s owed.
e Positive Equity: Vehicle is worth more than payoff.
¢ Negative Equity: Owes more than it’s worth.

Vehicle Terms

OEM (Original Equipment Manufacturer) — The brand or manufacturer that built the vehicle (Ford, Toyota,
Chevrolet, etc.). OEM parts and accessories are factory-approved.

Make — The manufacturer of the vehicle (Ford, Nissan, Honda).

Model - The specific line within that make (F-150, Altima, Civic).

Trim — The specific version or configuration of the model (e.g., XL, XLT, Lariat).

HP (Horsepower) — Horsepower is a measurement of the vehicle’s power output, how quickly it can do work or
accelerate.

Torque — Torque measures rotational force, the twisting power that gets the wheels turning. It's what helps a
vehicle pull heavy loads or move from a stop with strength. If horsepower is speed, torque is muscle.

Infotainment System — This is the vehicle’s information + entertainment hub, combining navigation, audio, apps,
Bluetooth, and often Apple CarPlay or Android Auto into one central touchscreen.

GVW (Gross Vehicle Weight) — GVW is the total weight of the vehicle and everything in it — including passengers,
cargo, and fluids. It's important as it determines the vehicle’s weight classification and what it can safely carry.

GCVW (Gross Combined Vehicle Weight) — GCVW is the total weight of the vehicle plus the trailer it’s towing,
including passengers, cargo, and the load on the trailer. This number tells you how much the vehicle can safely
move when towing.

5th Wheel — A large, towable RV that connects to a pickup bed using a “fifth wheel” hitch. Requires a compatible
heavy-duty truck.

Gooseneck — Similar to a 5th wheel, but uses a ball hitch mounted in the truck bed (commonly used for horse
trailers or commercial towing).

Conventional Tow — Towing setup using a rear bumper or frame-mounted hitch — most common for light-duty
towing (boats, trailers, etc.).
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