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Dealership Name: Reed’s Marine

Location: Delavan WI

Years in Business: 64

Number of Locations: 1 
showroom, 1 off-site service 
facility

Number of Employees: 18

Boat Lines: Chaparral, Manitou

Engine Lines: Evinrude, 
Mercruiser, Mercury Outboard
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 “I feel lucky because it’s very difficult to get 

out of the boat business. It’s certainly easy to 

get in, but it’s tough to get out.”

-Tom Johnson, Reed’s Marine

Tom Johnson and Jason Shallcross of Reed’s Marine in 
Delavan,  WI

DEALER SNAPSHOT

Case Study
Marine Industry Certified  
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It all started when a pair of childhood friends had a simultaneous mid-life 
crisis and decided to buy a small marina in southeastern Wisconsin. Harold 
Johnson and Tom Shallcross grew up together in suburban Chicago, stayed 
in touch through the years and in 1971 leapt at the chance to ditch their 9-5 
jobs for life on the lake.

Harold and Tom each had young sons at the time, and 19-year-old Tom 
Johnson and 18-year-old Keith Shallcross were promptly put to work hauling 
boats, performing routine maintenance and learning the new family business. 
Both boys would eventually inherit their fathers’ ownership stakes, have 
families of their own and spend their entire professional lives operating 
Reed’s Marine on the shores of Delavan Lake.

Nearly 50 years later, business at Reed’s Marine, as well as their growing 
service center a few miles away, is booming. Call it high tide — the best time 
for a captain to make an exit.

“My advice to dealers is that they plan to get in, plan to stay and plan to enjoy 
every single minute in the boat business — but to also realize there will come 
a day when they will want to get out,” Tom said. “I feel lucky because it’s very 
difficult to get out of the boat business. It’s certainly easy to get in, but it’s 
tough to get out.”

Tom went on to say his plan began to take shape at a 20 Group meeting in the 
early 2010. 

“I remember asking how many boat dealers have seen a dealer get out at the 
time they wanted to and in anywhere close to the way they wanted to,” he 
said. “We came up with very few examples of that happening.”

Figuring out whom Tom would pass his ownership stake to was the easy part. 
Jason Shallcross, the grandson of Tom’s original business partner, says he was 
“born into the business” and was identified early on as Tom’s likely successor.
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That’s when planning became serious — and when Tom and Jason began 
exploring the succession process tools available through the Marine 
Industry Certified Dealership Program. All dealerships enrolled in the 
MICD Program are strongly urged to sketch a succession plan as part of 
their Certification journey, and Tom stressed the considerable efforts he, 
Keith and Jason invested in transitional planning were well worth the 
time.

“It’s a little bit of a strenuous process to come together when you have 
multiple people and lots of different concerns,” Tom said. “Even though 
we were a willing buyer and seller, it still took us over three years — and 
that’s in a friendly situation.”

Nuts & Bolts of Succession
Marine retailers who participate in the MICD Program closely examine 
each segment of their dealerships as part of their Certification process. 
An experienced MICD Consultant is assigned to each dealership upon 
enrollment in the program, and the successful ownership handoff at 
Reed’s Marine has helped craft a template for other dealerships to follow.

“The succession planning process at Reed’s Marine was one of the 
most enjoyable I’ve ever been a part of — it was a pleasure to watch 
Jason and Tom work together and arrive at a juncture they can both 
feel comfortable with,” Lead MICD Consultant Bob McCann said. “Some 
elements of the Certification process, succession planning in particular, 
can be challenging and at times uncomfortable to successfully navigate. 
That’s why planning and communication are so vital.”

A key cog of a smooth succession centers on properly preparing the 
incoming owner or GM for their new role. The MICD Program has helped 
map that learning process, and Jason says he recognizes the position 
requires constant demands.

“(Certification) forces you to do uncomfortable things, but it’s only to 
make you better as a person, as a dealership, as a GM or any position you 
can name throughout the dealership,” Jason said. “For me, it helped at 
least get closer to what Tom has attained through the many years he’s led 
this dealership.” 

With their service site two miles away from the marina, Jason says 
Certification has helped sync the Reed’s Marine team and streamlined 
workflow between the two locations.

“When you sit down and go through the Certification process and fill in 
those procedures and steps there is much more appreciation for what 
each operation has to go through,” Jason said. “You gain an appreciation 
for what the employees are doing and how difficult their job can be.“

 
MICD Requirements:  
A Closer Look
 
To become a Marine Industry Certified 
Dealership, participants in the program 
must show their businesses meet 
quality standards across the spectrum 
of dealership operations. A few of the 
requirements needed to do this are highlighted in bold 
throughout this article. Here is a brief explanation of how each 
is met: 
• Process Maps: Certified Dealers develop processes for 
sales, service, parts, customer relationship management, 
quality assurance, performance, accounting and follow-up, 
standardizing many components of both the employee and 
customer experience. 
• Employee Satisfaction Survey: Certified Dealerships 
distribute third-party satisfaction surveys to their entire 
team each year. This Employee Satisfaction Surveys are 
accompanied by a team meeting to discuss successes and 
areas of improvement in a non-threatening atmosphere.
• CSI Tracking and Trending: Certified Dealerships collect 
and review CSI track and trend reports, for both the sales and 
service departments, allowing them to uncover and address 
issues within the business.
• Succession Planning: Certified Dealerships undergo 30 
hours of nationally recognized training attended by owners 
and/or managers (10 hours leadership/management, 10 hours 
sales/marketing and 10 hours HR/succession planning).
• Biannual Recertification: To continually improve, as well as 
ensure compliance with program standards, Certified Dealers 
go through the Recertification process every two years.

“Certification forces you to do uncomfortable 

things, but it’s only to make you better 

as a person, as a dealership, as a GM or 

any position you can name throughout the 

dealership. For me, it helped at least get 

closer to what Tom has attained through the 

many years he’s led this dealership.” 

- Jason Shallcross, Reed’s Marine
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The proper use of cookies
Ask Jason and Tom how they architect the dealership’s CSI, and both will tell 
you that it’s all about the cookies at Reed’s Marine.

“We send cookies to everyone who buys a new boat,” Tom said. “It puts them 
in a good mood, and they never forget it.”

The cookies come with a customer feedback survey, and Jason says the 
response rate is phenomenal. 

One of the few North American retailers to be included on Boating Industry’s 
list of Top 100 Dealerships each year since the program’s inception, Reed’s 
Marine prioritizes the process of gathering post-sale customer feedback — a 
pillar of the MICD Program. 

Calling customers also plays an important role in the way Reed’s Marine 
gathers customer satisfaction feedback, and the dealership periodically 
outsources a call campaign to cast a wide survey of past customers.

“We don’t do it every year, but we hire a company that calls the customer and 
discusses in-depth their experience,” Jason said. “They can spend much more 
time talking about what was good and not so good. We’re given a detailed 
transcript of what was said during the call, and the feedback is extremely 
valuable.”

The cookies, feedback cards, personal phone calls and third-party surveying 
are of course in addition to the more informal customer feedback gathered by 
the team from foot traffic, emails and conversations in the frozen food aisle of 
the local grocery store. 

“When you live in an area like we do here, you know your customers and see 
them all the time,” Jason said. “That’s, in part, why we’re so serious about 
making sure our customers have a positive experience. They’re not just 
buying a boat or a life jacket, they are our neighbors and friends.” 

An MICD Founding Father
Tom’s trust and confidence in the MICD Program can be traced back to a 
small gathering of industry leaders and premier U.S. dealers that took place 
more than a decade ago. Their collective mission: to establish a standardized 
program that would help marine retailers improve business practices, 
enhance customer satisfaction and map overall operations — all while 
maximizing profit. 

“I was at the first meeting, and we were one of the first five dealers to sign up 
for the program way back at the beginning — I think we were third,” Tom said. 
“We saw the potential benefits right away and felt it was a great idea.”

Tom, who literally helped write the rules for Certification, went on to say 
Reed’s Marine enjoyed immediate results.

“We saw benefits right away, certainly with our interaction with other dealers, 
but primarily by having the outside training and program brought to us,” he 
said.
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About Certification
The Marine Industry Certified Dealership Program was built in 
2005 by dealers for dealers. Today, the program utilizes real-world 
experience and dealer feedback to evolve and improve not only the 
participants in the program, but the program itself.

The MICD Program is composed of 15 standards that cover 
a broad range of requirements designed to cultivate a high level 
of customer satisfaction through communication, appearance 
and quality, enhance the customer experience by implementing 
processes for overall dealership functionality, and establish 
organizational procedures to ensure smooth operations and happy 
customers.

Consumers in today’s marketplace are well informed. Before 
stepping foot into a showroom, they often have researched 
products and prices. They also want to know their sale will be as 
important to the dealer as it is to them. The MICD Program offers 
consumers a consistent, recognizable standard of customer service 
regardless of the brand, type of boat, size of dealership or location. 

To learn more about the MICD Program, contact program 
coordinator Liz Marsha at lizm@mraa.com or 763-333-2417.
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While the Certification program has gone through several evolutions 
since that first meeting, Tom insists the value and practicality of the MICD 
curriculum has played a pivotal role in his dealership’s ability to string 
together many successful, profitable years.

Letter of Recommendation
So is Certification status worth the required time, effort and monetary 
resources? Both Jason and Tom respond with an emphatic, “yes.”

“I think not only do the initial benefits of doing it and subscribing to all 
the processes and maps you go through help your dealership, but here 
we are talking about it and I just realized it’s helped me see aspects of 
what Tom does that I maybe never would have seen,” Jason said. “It does 
branch off into many different areas that you never would have guessed 
and makes you sit back and say, ‘oh yeah, it’s helped me through that and 
I never would have guessed it would have.’”

Tom adds the MICD Program made him a better owner, a better leader 
and a better salesman.

“What Certification does is force ownership to look at the overall job 
they’re doing, the job everyone else is doing, and realize that you as 
the owner don’t always know the best way or most profitable way to 
operate,” Tom said. “Yet because you’re under this constant pressure 
to be profitable it can be tough to say what should change — it can be 
tough to ask ‘where am I lacking?’ and ‘where could we be doing better?’ 
Certification forces you to look at your dealership overall instead of just 
putting out the fires of today.”


