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HEAVY EQUIPMENT

DID YOU KNOW?

THREE DECADES OF 
PARTNERSHIP
FINCH SERVICES INC. AND CDK GLOBAL WORK 
TOGETHER TO DRIVE CUSTOMER EXPERIENCE

Customer experience has become a revitalized mantra at Finch Services. It’s a goal and focus that 
every employee has and one that Corporate Parts and Service Manager Aaron Boggs lives each 
and every day. After large residential and commercial transactional demands of Finch Services 
business appeared to begin to trump the fundamentals of customer service, the company 
realized that they had to focus on the customer in order to get back to its roots and grow  
its business today.

To make this fundamental transformation, Boggs and his team leaned on  
CDK Global – a partner of over 30 years – to help provide transparency and access 
to each transaction. This improves dealer satisfaction scores across the company 
and ultimately supports financial metrics every quarter. Founded in 1945, 
Finch Services is a locally owned John Deere dealership in the Maryland and 
Pennsylvania areas. With dealerships in multiple metro markets, Finch Services 
manages a higher transaction business than some of its heavy equipment 
agriculture counterparts. The growing residential and commercial demands 
of this metro area provide a unique challenge for managing business and 
supporting a growing customer base.  

Finch Services takes 
advantage of using 
SATISFYD, an optional  
interface available  
for all CDK Heavy  
Equipment customers.



Finch Services uses the CDK IntelliDealer™ 
Dealer Management System, which helps heavy 
equipment dealers ensure that their full range of 
services are running as effectively as possible.  
The two have been working together in some 
iteration for 30 years, and Boggs, who was involved 
in the first integration, has seen it evolve into the 
robust solution they are using today.

Finch Services takes advantage by using 
SATISFYD, an optional interface available for 
all CDK Heavy Equipment customers. Through 
IntelliDealer, Finch Services sends SATISFYD 
customer transaction data which in turn allows 
SATISFYD to distribute surveys to customers on 
Finch’s behalf. SATISFYD provides location and 
departmental customer satisfaction results and 
helps Finch identify opportunity gaps in their 
customer experiences. These scores and insights 
have been the benchmark for a successful refocus 
on the customer and allow Finch to see how their 
efforts compare to other dealers. And, according 
to Boggs, Finch Services set the bar high with 
a SATISFYD goal score of 84. Today, they are 
seeing results of 83, a dramatic improvement from 
starting in the 70s. “I think our team lost track 
of our customer focus a bit. Our business, like 
so many others today, became very process driven and very financially driven. 
With process and finance driving our day-to-day, we lost sight of some of the 
fundamentals of customer service, and some of the focus on our people.”

To refocus its teams, customer experience began with a simple but mandated 
commitment to the CDK customer portal. Each customer transaction at Finch 
Services must be entered into this transparent portal, documenting everything 
from in-person conversations and phone calls to memos and part orders.  
The portal provides information that a Parts, Service or Sales staff member 
should be aware of, allowing each to understand the entire transaction 
history. CDK shares this transaction history with SATISFYD, driving customer 
engagement and the increased scores that Finch Services has achieved since 
this program began. This increased transparency into each transaction, insight 
into customer satisfaction, and subsequent training of the Finch Services team 
supports overall customer service and drives the commitment that the company 
was built on.

“We looked at the technology  
behind our partnership with  
CDK to help our teams focus  
less on numbers and hone  
in on the customer experience”
Aaron Boggs | Corporate Parts and  
Service Manager | Finch Services Inc. 
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To learn more about how SATISFYD 
can help your customer experience
call 519.474.5212 or email sales.heavyequipment@cdk.com


