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	Name
	Tiffany Nukoop	Class # 
	N422
	Dealership
	Surrey Honda	Date 
	11/10/2023


	Current Situation or Challenge to be Addressed:
	Increase Phone Call Closing Ratio
	Current Performance Level (include specific measure):
	Current ytd 14%
	Goal (what do you want to achieve?)
	25% closing
	Goal Performance Level (include specific measure)
	Click or tap here to enter text.
	Goal Start Date:
	12/1/2023	Goal End Date:
	5/31/2024
	First Check-in Date:
	2/1/2024	Performance Objective:
	17% or more
	Second Check-in Date:
	4/1/2024	Performance Objective:
	20% or more
	Third Check-in Date:
	5/1/2024	Performance Objective:
	23% or more
	Fourth Check-in Date:
	6/1/2024	Performance Objective:
	25% or more
	How does your goal align with the dealers’ vision?
	Click or tap here to enter text.
	What are the potential benefits of achieving your goal?
	Increase closing will increase gross and confidence which will make the dealership and the Product Advisor happy and fruitful
	What are the potential consequences if you don’t achieve your goal?
	With our inventory coming back and my plan to grow our used car department our holding costs will increase dramaticly if we don't increase our closing ratios.
	Why is the goal important to you?
	We need to become players in the preowned game. Our Product advisors need better training to get those customers who call us in.
	Potential Obstacles
	Changing the way our veterens currently take calls. They have been so trained on this being a NEW car delaership. They have gone through a lot of changes in the last 2 years with us (OpenRoad ). They have really learned to pivot. So I think this will be just another accomplishment they will attain to adjust to the ever changing auto industry.
	Potential Solutions
	Constant role playing, recording of phone alls and reviewing, showing them the difference in their bottom line with the increase closing
	BOTTOM LINE! Financial Impact of Achieving Your Goal (expressed in dollars)
	Current avarge phone calls per month 205 with a current average of 14% closing is 29 deals. With the same phone call average at 25% closing we would incrase to 50 deals per month. With the current YTD split of new to used on phone calls. We would see an increase of 16 new deals and 5 used deals per month. $78160 gross on new and $29205 on used. No to mention the Fixed Ops income we could see with trade ins and future service customers.


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

	REVIEW 10 CURRENT PA PHONE CALLSPER ADVISOR	PHONE RECORDING DATABASE ON GOOGLE DOCS	IAN	DOCUMENTED BREAKDOWN COMPLETED. MUST INCLUDE CURRENT POSITIVES AND NEGATIVES ON EACH PA AND WHAT EACH WILL NEED TO CHANGE PROCESS IF NEEDED. EG. ONE ON ONE ON ONE TRAINING REQUIRED, DAILY OR WEEKLY CHECK INS	START DATE 11/20 DAILY CHECK IN TO MYSLEF ON PROGRESS DUE DATE 11/27
	REDO DAILY CHECKOUT TRACKER	GOOGLE DOCS	TIFFANY	WILL BRAKDOWN THE TRACKER MORE TO HAVE APPT MADE, APPT SHOWED, APPT BOUGHT BY NEW AND USED SEPERATLEY	11/20/2023 COMPLETE BY 11/23/2023

	CREATE TRAINING SCHEDULE BASED ON BREAKDOWN COMPLETED. PA's WILL HAVE THE TIME BOOKED OFF ON THEIR SCHEDULE SO NO APPTS ARE BOOKED DURING THAT TIME	Google calendar and 180	IAN AND TIFFANY	REMOVING PA OFF THE FLOOR SO THERE ARE NO DISTRACTIONS	11/27/2023-
END DATE 11/28/2023
	 TO START EACH PA WILL BE PLAYED THEIR CALLS PRIVATELY AND WILL BE SHOWN INDIVIDUAL CLOSING RATIOS AND PROGRESSIVE TARGETS THAT NEED TO BE ATTAINED	GOOGLE DOC TRACKER	IAN/TIFFANY	PA TO SEE WHERE THEY ARE AT AND HAVE A SET EXPECTATIONS ON WHERE WE KNOW THEY CAN GET TO. WILL SHOW THEM THE $ DIFFENENCE IT CAN MAKE TO THEIR BOTTOME LINE. WILL DISCUSS HOW THE CHANGES IN PHONE PROCESS WILL MAKE IT EASIE FOR THEM TO GET THE APPOINTMENT	12/01/2023 START DATE
CHECKPOINT FOR THIS WILL BE MONTHLY. WE WILL REVIEW WITH EACH PA AT THE END OF THE MONTH THEIR STARTING CLOSING RATIO AND MONTH END RATIO AND SHOW THEM THE $ DIFFERNECE THEY WILL SEE IN THEIR BOTTOM LINE
 NO END DATE - WE WILL REVIEW EACH MONTH WITH PAY ALL THEIR CLOSING RATIOS
	SCRIPTS, ROLE PLAYS  AND RECORDED CALLS WILL BE USED TO TRAIN THE TEAM INDIVIDUALLY	GOOGLE DOCS	IAN/TIFFANY	INCREASE IN CONFIDENCE ON THE PHONE REFLECTING IN INCREASED CLOSING	12/05/2023
ONGOING WEEKLY SCHEDULE SET OUT
CHECK POINT EVERY TUESDAY AT OUR SM MEETING IAN WILL PRESENT WHERE WE ARE AS A TEAM AND INDIVIAL PA PROGRESS

	CONTINUOUS REVIEW OF RECORDED CALLLS AND REFRESHERS IF NEEDED	GOOGLE DOCS	IAN/TIFFANY	Click or tap here to enter text.	CHECK INS WILL BE WEEKLY AND MONTHLY REVIEWS END DATE - ON GOING - EVEN PAST THE MAY GOAL DATE
	WEEKLY EMAIL OF ALL PA'S PHONE CALL CLOSING TO THE TEAM	EMAIL/GOOGLE DOCS	JOHN/IAN OR SUNNY	ACCOUNTABILITY 	WILL START EMAIL 01/02/2023 ONCE ONE MONTH OF TRAINING HAS BEEN COMPLETED WITH THE INTERUPTION OF CHRISTMANS IN BETWEEN


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.
	CONTINUE THE  WEEKLY REVIEWS WITH THE PA'S, CONTINUE THE MONTHLY PERFROMANCE REVIEW TO SHOW WHERE THEY ARE AND WHAT THEY HAVE ACCOMPISHED, EMAIL THE PA'S CLOSING RATIOS OUT TO MAKE THEM ACCOUNTABLE TO EACH OTHER AND THE TEAM

Describe any planning or implementation meetings conducted as part of development of your plan.
	Met with our Senior SM and trainor Ian. Discussed our current perfromance and what a goal we can target. Ian will make up a revised training module with scripts that will have the PA not asking for the appoinment but will be a effect of the conversaation that the appoinment is booked. 


	Sponsor Signature:
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