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Name: ____________________________ Class #: ___________________________

Strengths Weaknesses

Opportunities Threats

Identify a minimum of three strengths, weaknesses, opportunities, and threats.

Dealership: __________________________ Location(s): __________________________

How many people participated in this meeting? __________________________

What is your vision?

Customer for life Gross profit domination Both Other

Explain:
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How will you improve or solidify your strengths?

How will you address and improve any weaknesses?
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How will you maximize or improve your opportunities?

How will you address and overcome any threats?
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What is your expected time frame to achieve desired results? Months? By what date?

What performance metric will you track to determine successful change? PVR? Products per? CSI?

Who participated in this SWOT?

Name Title

Name Title

Name Title

Name Title

Name Title

Signed Date

Signed by dealer Management Date


	Name: Patrick-Olivier Tremblay
	Class: 049
	Dealership: Maska
	Locations: 11
	How many people participated in this meeting: 5
	Explain: The idea if having a solid customer retention and having a strong GP.
	Strengths_2: - Experienced team

- No staff turnover for the last 6 years

- Autonomous operation

- Wide variety of lenders

- Mostly all options offered to customers (leasing, FMV, skip payment, zero cash, etc.)

- Free warranty program with PACCAR Finance

- Many loyal customers to our F&I service

- Good gross margin
	Weaknesses_2: - Near-to-zero life insurance sales

- File application fees too low, especially for accommodation sales

- High personnel expenses

- Unclear and/or heavy processes

- Closing ratio in used sales

- Difficulty breaking into fleets (multiple orders)

- New truck penetration %

- After-sales follow-up
	Opportunities: - Getting leads with internal operation

- Prospecting instead of waiting for truck sales

- Financing other equipment rather of only trucks

- Participation in truck sales success

- Involve our marketing team to put our services front and center

- Providing more tools to our F&I


	Threats: - Theft of information (security)

- Remain the ''service offered by the dealer'' instead of imposing it as a major player in a larger market

- Reduced revenues due to a slowdown in sales

- Small brokers are hungry

- Employee resistant to change

- Not going as planned

- Risk of economic recession

- Increase of interest rates
	How will you improve or solidify your strengths: 

By keeping our people happy. Our low employee turnover proves that we can do it. This being said, this portion of the sales department has long been sidelined because its operations were carried out autonomously. We already won by showing interest into their operation, by showing our F&I that they are important and that we care about doing things better to make more money.



We will meet every lenders on an annual basis to review our partnership. This will consolidate the capacity of our F&I to be competitive.



They now have an expense account and are invited to lunch with customers. This will help to solidify the customer retention.



On gross margin, one F&I is below expectations. After discussion, we understood why and we now have in place KPI to follow his progression.




	How will you address and improve any weaknesses: 

The review of our processes began as soon as I returned from the Variable 2 course. The benefits of this exercise are astonishing and the gains made have enabled me to realize that I had too much overhead in administrative support. I've cut one position to reduce our personnel expenses. All this work will result into a F&I playbook : this will eliminate miscommunication, lost of time and will utimately speed up the hiring process in the future.



Also, we will set up a standard for margin expectations, closing ratios, file fees, etc. This is a long shot, but a dashboard must be put in place to follow these objectives. However, in any ways, we need SMART Goals for every specific items and ATD Guide will be used as MASKA standards.



Our capacity of getting fleets business will be discussed with our lenders. Margin expectation will also be revised. 



For after-sales follow-up, we will setup automatic pop-up to inform the F&I using a new platform were putting in place.




	How will you maximize or improve your opportunities: 

Internal referencing will be maximized by implementing a simple process between receivables agents and our F&I team. The idea is simply to offer the customer our financial services to enable them to pay their account. F&I will then contact the customer to offer refinancing, or to sell equipment through an accommodation sale. It's a triple win situation ! Another idea is by offering finance services for costly workshop repairs, as engine rebuilt for an example.



it seems clear that the role of F&I needs to change to better support truck sales by being part of the sales solution, which means getting into the transaction process faster to strengthen customer relationships. People buy people after all, and this will certainly make a difference into customer retention and new or used trucks percentage penetration. F&I will make calls with trucks sales people and their involvement in negotiations will be more frequent. 



In addition, we'll have to extend our horizons to seek out the territory's potential, rather than remaining orders takers or simply limiting ourselves to the potential of new or used truck sales. F&I will have to prospect and multiply after-sales follow-up to sell their services. I dream of the day when we frequently finance new Freightliners, International or Volvo sold by our competitors !



It's time to review our image and develop a strong branding : what a wonderful challenge and opportunity ! This will enable us to set our financial services apart, to be more than just the F&I arm of a dealership. To achieve this, a strategic marketing plan will be put forward.  The financing section of the website will be revamped; video vignettes will be shot; a calendar of publications on social networks is planned; training on how to follow up a digital lead will be offered; and a mass e-mailing will be carried out. All this to establish our brand image and quietly identify ourselves as a key player in our wider market. It's a long shot, but it is part of our 2024 annual plan, starting in spring time.


	How will you address and overcome any threats: 

F&I documents are already in a protected network, but information theft is something we take very seriously. Our IT department is working hard to implement multi-factor authentification to ensure information security. We also require our employees to take preventive training courses to avoid risky behaviour.



The idea of strong branding is very interesting, and F&I are very enthusiastic about it. We've warned them, however, that it's essentially them who will make the difference. An image can quickly become tarnished if we don't deliver the goods. The real threat is thinking that the marketing side is going to build the whole thing for us. We explained to them that it's their openness to their new roles that will make the difference. 



The review of F&I's role has been presented to truck salespeople, and some seem reluctant to change. The Sales Director will be responsible for the success of the exercise.



�A SMART Goal will therefore be set up for each element deemed important to avoid quickly ending up where we are at present.


	What is your expected time frame to achieve desired results Months By what date: 

The big picture strategy is now completed, but we're talking about months as challenges are numerous. It is part of the Sales 2024 Annual Plan and every SMART Goals will be followed.  
	What performance metric will you track to determine successful change PVR Products per CSI: 

ATD Guide / Mesurement written into the SMART Goal / CSI / Web referencing / % of new truck penetration
	Name_2: Patrick-Olivier Tremblay
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