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e Specific @ Measurable 0 Relevant 0 Time bound

What is your goal? What do you want to achieve? From what metric? To what metric? By what date?

Increase CP R.O count by 20% in Q4 of 2023

BOTTOM LINE: Benefits of Achieving Your Goal Consequences of Not Achieving Your Goal
The increase in R.O count will increase our We have hired additional seasonal staff to
CP hours sold, and our parts sales. This handle our "tire season" thus our expense
should have a direct increase on our Fixed has increased in seasonal staff. We have
NET. The expectation is to be up 20% in to take advantage of the busy season and
Fixed NET YOY. maximize the appointments we can book in

per day rather than deferring and losing the
client. The consequences would be
increased expense and therefore
decreased Fixed NET.

October 1st 2023
When will you start?

How will you gauge your progress? When? Using which metrics?

Daily. Shop loading. CP RO Count this month vs last October. Pace on appts/day.
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What specific actions will you take to achieve your goal? Who can help you?

We've cross trained a BDC agent in September to help work the counter for Oct/Nov instead
of making outbound calls since this time the phones are usually too busy from inbound for us
to keep up. We've outrouced our CRM company to handle incomign appointment bookings at
$3/call to better use our personnel to be working with clients in house.

We increased capacity in our shop by 4 bays (25%) from last year and have hire the staff to
fill it. Our summer was lighter than expected on CP R.O count, so we are hoping to capitilize
during our busy tire season. This is a test run, where we hope to see what we can handle
and how it flows to the bottom line to see if we should continue this practice moving forward.
We've hired 12 seasonal lube tech (goal to retain 8 after no-shows, poor fit) to help complete
oil changes and tire swaps so we can take on demand work for 60 days. They have been
trained on our process and video inspections. Any additional items will go to our apprecntice
technicians.

Our Fixed Ops director has already hired and rolled out the plans. | have met with the team
to discuss the plan and we are in motion in October.

Potential Challenges? Potential Solutions?
Extended period of warm weather. Poor Begin taking on demand appointments.
tech performance (comebacks). Existing Double check key items on oil changes and
techs run out of work. tires (team lead to check plugs and

torque). We have our usual demand for
customer work and have a full internal
hopper so we should not run out of work for
these techs.
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