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	Name
	Stephanie Orantes	Class # 
	N422
	Dealership
	Harbourview Autohaus Ltd.	Date 
	10/25/2023


	Current Situation or Challenge to be Addressed:
	Sales Phone Calls not being handled well
	Current Performance Level (include specific measure):
	2/5
	Goal (what do you want to achieve?)
	Prompt answering of call, upbeat and welcoming greeting, controlling the call, strong knowledge of inventory, the call focuses on relationship building and ends with contact information and appointment.
	Goal Performance Level (include specific measure)
	5/5
	Goal Start Date:
	11/15/2023	Goal End Date:
	12/31/2023
	First Check-in Date:
	11/22/2023	Performance Objective:
	Start to see emerging skills from training being put into practise.
	Second Check-in Date:
	11/29/2023	Performance Objective:
	Mystery shop calls should be strowing a strong understanding and demonstration of skills acquired in phone training.
	Third Check-in Date:
	12/6/2023	Performance Objective:
	Mystery shop calls should be showing a mastery of skills taught in phone training
	Fourth Check-in Date:
	1/5/2024	Performance Objective:
	To ensure the mastery that was developed is being followed and old habits aren't coming back.
	How does your goal align with the dealers’ vision?
	The goal aligns with the vision of exceptional customer service whether in store, online or by phone.
	What are the potential benefits of achieving your goal?
	The benefits are better customer service which means more appointments and more sold cars.
	What are the potential consequences if you don’t achieve your goal?
	Awkward phone calls that don't create a great first impression. This translates to a lesser customer experience, lesser appointments and ultimately less sales.
	Why is the goal important to you?
	I am very passionate about good customer service and that isn't shining through on our phone calls.
	Potential Obstacles
	Unwillingness to try, tenured staff stuck in their ways.
	Potential Solutions
	I have found that I need to have one on ones with the person who is resistant. Usually it is that there has historically been a lack of accountability and they think no one will check. Once I call them out, they tend to fall in line.
	BOTTOM LINE! Financial Impact of Achieving Your Goal (expressed in dollars)
	We get 2-3 solid sales calls each day. The Salespeople don't use the CRM properly and log appointments but I suspect we actually have a firm appointment at the end of about 20% of the calls. I think we could get to 40% easily. I estimate we could sell 5 more cars per month which would equate to $20,000-$30,000/month.


What specific actions or steps will you take to accomplish your goal?  What will you do differently or improve? For each, be sure to include necessary resources, who is accountable, the measurable result, and dates.
	SPECIFIC ACTION/STEP
	NECESSARY RESOURCE(S)
	ACCOUNTABLE PERSON(S)
	EXPECTED RESULT
	START, END, & 
CHECKPOINT DATES

	We will develop a phone training script.	Ask Learning + Developing Coordinator and use AI	Learning and Business Development, Sales Managers.	To improve phone call appointment conversion & customer service.	11-07-2023
	We will start tracking appointments made/appointments that show	CRM which we already have	Sales Managers	To track performance goals	11-15-2023
	We will host a training Lunch/Learn to share the new process with the team.	Lunch & New printed process. Boardroom. Time	Sales Managers and L&D	To share the goal and provide training	11-15-2023
	We will meet one week later as a team to review some of the recorded Sales calls and coach further.	Boardroom. Time	Sales Managers	To further our understanding, skill & comfort with the new process	11-22-2023
	We will meet a 2nd time as a group to review calls/coach further	Boardroom. Time.	Sales Managers	To continue skill, development and comfort	11-29-2023
	One week later we will meet with people individually who are struggling and roleplay. 	Office. Time.	Sales Managers	To continue skill development and comfort	12-06-2023
	Spot check once/month	Time	Sales Managers	Accountability & further coaching if necessary	01-05-2024


As you work toward your goal, it’s important to have interim check points with specific, measurable objectives so your team can hold themselves accountable. If everyone knows the goal and objectives, you don’t have to spend your valuable time micromanaging.
Once you’ve accomplished your goal, added or adjusted policies, procedures, and behaviors, now what? How will you ensure you and your staff do not fall back into the previous habits that produced poor results? Be specific.
	Spot checking monthly for 3 months then move to quarterly

Describe any planning or implementation meetings conducted as part of development of your plan.
	Described above.


	Sponsor Signature:
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