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	Name
	Daisy Hartz	
	Class # 
	N422

	Dealership
	Penske Chevrolet of Cerritos	
	Date 
	10/26/2023



	Current Situation or Challenge to be Addressed:
	Inefficient BDC and phone handling practices. 

	Current Performance Level (include specific measure):
	Current call fail rate is 14.8%


	Goal (what do you want to achieve?)
	I would like to build an efficient and effective BDC, that is well trained and specialized in converting calls into appointments. 

	Goal Performance Level (include specific measure)
	Achieve a call fail rate of 7% or less. 

	Goal Start Date:
	11/1/2023
	Goal End Date:
	Never, Maintain 7% or lower

	First Check-in Date:
	1/30/2024
	Performance Objective:
	12.8% Fail Rate	

	Second Check-in Date:
	2/28/2024
	Performance Objective:
	10% Fail Rate

	Third Check-in Date:
	3/31/2024
	Performance Objective:
	7.8% Fail Rate

	Fourth Check-in Date:
	4/30/2024
	Performance Objective:
	7% Fail Rate

	How does your goal align with the dealers’ vision?
	The dealership vision is to be a one stop shop for customers to purchase, service and trade in vehicles.  It is my belief that it all begins with the BDC, they are the foundation. 

	What are the potential benefits of achieving your goal?
	Using the GM measure of $72 average value per call we currently are losing $11,200 monthly in failed calls..  Personally, I believe this is a conservative measure as properly handling incoming calls will result  in an overall increase in sales throughout the dealership. 

	What are the potential consequences if you don’t achieve your goal?
	The consequences of not achieving my goal is continued mediocre numbers across the board, loss of net income, poor customer satisfaction and losing market share. 

	Why is the goal important to you?
	My goal is personally important to me as the co-owner of the dealership.  Our store is located in the largest auto mall in the country and has begun under performing since my husband (dealer/operator) passed away.

	Potential Obstacles
	The biggest obstacle is the co-owner and our executive manager.  In my view, we are not investing in our people and our process is not being managed.  The result has been high personnel turnover and lackluster sales.

	Potential Solutions
	Present the cost vs reward data to compel the decision makers to give my plan a chance for the next 7 months.  

	BOTTOM LINE! Financial Impact of Achieving Your Goal (expressed in dollars)
	 Conservatively speaking and looking at calculations from parts, service and variable operations, I believe we will increase gross by 1.3MM at least. 



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

	Hire Phone coach for  ALL employees fielding phone call - beginning with BDC	
	Outside consultant to hold in person training complete with word tracks		
	Cathy Summerville
Director variable ops

BDC Director	
	Better trained more professional handling of phone calls	
	Begin Immediately, assess weekly, end never

	Review and revise BDC pay plans to reflect the importance of the position, make sure we are competitive. 	
	HR and pay plans of competitors			
	Reed Amiri, GM
Bonnie Schumacher
Director HR	
	Retention of BDC personnel, increase sales, service appointments,
Reduce cost of onboarding/turnover
	December 1, 2023
End N/A
Checkpoints - monthly

	Hire more BDC representatives and restructure to sales/service specialist
	HR Director - proper job advertisements/pay plans
	Reed Amiri - GM
Martha Garcia - BDC Manager	
HR Manager
	Better ability to field calls and answer questions - less transfers to advisors and sales desk	
	December 1, 2023
End when BDC is full - maintain full capacity

	Require all BDC to complete center for learning training in global connect for their discipline (sales or service)	
	GM Global Connect username and password	
	Martha Garcia - BDC Manager	
	Well trained, knowledgeable, confident first dealership person interacting with customers from the start, increased appointments		
	Start ASAP, end N/A, check in on progress of training quarterly

	Put call transfer process in place to ensure warm transfer
	BDC Manager, Store Management meeting to create strong process
	BDC Manager, General Manager
	Lower call failure rate, increased appointments, higher customer satisfaction, increased sales
	Start November 2, 2023, end N/A, check in Bi-weekly

	Make sure all processes and scripts are written down 
	BDC Manager, Store Management meeting 
	BDC Manager, General Manager
	Lower call failure rate, increased appointments, higher customer satisfaction, increased sales
	Start November 2, 2023, end N/A, check in Bi-weekly

	Review calls daily, ensuring phone scripts and process is being followed
	Call review software, use of click to call
	BDC Manager, General Manager
	Lower call failure rate, increased appointments, higher customer satisfaction, increased sales
	Start November 2, 2023, end N/A, check in Bi-weekly



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.
	It is imperative that we inspect what we expect!  It is apparent to me that there is a complete lack of training throughout the store …. Especially on the phones.  The BDC is most often the first person our customers and potential customers come into contact with.  It is the foundation of building a booming sales and service operation.  It is imperative that we require our BDC reps to complete the product training available free from the manufacturer.  We should have everyone trained on how to field calls.  Once trained, a monthly visit from the consultant that did the training should come in and check on the progress as well as train new hires. In addition to this, all BDC representatives should obtain their sales license to minimize the number of transfers/dropped calls that are being made due to not having the proper licensing/training.  Finally, should I become successful in getting our GM to have daily 6 minute meetings, I think a BDC rep should attend those meetings on a revolving basis!


Describe any planning or implementation meetings conducted as part of development of your plan.
	In developing this plan I went into our system to see the statistics on our phone handling practices.  I spent quite a bit of time reading transcripts of how our BDC reps as well as sales, service and parts counter people handled current phone calls.  I also spent a fair amount of time with the BDC manager to get my arms around our current process.  I intend to meet with our entire  management team and co-owner ASAP to discuss adoption and further development of my plans. 



	Sponsor Signature:
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