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Russ Ziegler is the Founder of Connect Sales, Coaching and Consulting. He
helps international manufacturers enter and succeed in the U.S. dealer
market through education, operational alignment, and measurable
accountability. With more than fifteen years in the dealer distribution
industry, Russ has trained hundreds of professionals and supported
manufacturers in building stronger networks and healthier dealers.

When international OEMs talk about support, they often refer to documentation, engineering
knowledge, or product specifications. In the United States, dealers define support differently.

Support is not information. Support is action. It is the manufacturer’s willingness and ability to
stand behind the dealer in real situations with real customers.

The most common misunderstanding is the belief that strong technical materials equal strong
support. While documentation matters, American dealers expect far more. They want rapid parts
availability. They want fair and consistent warranty processing. They want direct access to
knowledgeable individuals when a customer is waiting. They want communication that is

transparent, frequent, and honest.

Dealers also expect the manufacturer to understand the speed at which American customers
operate. When a machine fails, the dealer cannot wait days for answers. When a part is
unavailable, the dealer must answer to a frustrated customer. Support in the United States is

measured in hours and actions, not intentions and promises.

Field presence is another critical requirement. American dealers value manufacturers who show
up, who walk their facilities, who meet their teams, and who understand their challenges
firsthand. A Territory Manager is not a luxury. It is a requirement. Dealers rely on the field team to
bridge communication, translate expectations, and resolve issues that cannot be solved through

email alone.
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The OEMs that win in the U.S. market succeed because their support is real. They respond quickly.
They take ownership. They lean into challenges. They communicate with clarity. They treat support
as a competitive advantage rather than an operational burden.

If you want to strengthen your support model and match U.S. dealer expectations, reach out to us
today. We would be glad to help.

Accelerate your entry into the U.S. market with clarity, alignment, and measurable performance.
Explore additional America Ready insights, dealer development tools, and U.S. market strategies at
www.Connect-CSCC.com.
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