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RODRIGO SAPUNAR NADA #424 e iis®
'
Name: Class #:
BRUNO FRITSCH SANTIAGO, CHILE
Dealership: Location(s):
4

How many people participated in this meeting?

What is your vision?

Customer for life Gross profit domination | Both Other

Explain:
| BELIEVE THAT ACHIEVING CUSTOMER LOYALTY AND SATISFACTION IS THE KEY TO ACHIEVING A BETTER
BUSINESS IN THE LONG TERM. CUSTOMER RETENTION WILL ALLOW OUR PROFIT TO BE MAXIMIZED.

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

Strengths Weaknesses

- GOOD CUSTOMER SATISFACTION INDEX. - THE ATTITUDE OF THE STAFF COULD BE BETTER,
- LARGE CUSTOMER DATABASE. RECOGNIZED ESPECIALLY IN THE YOUNGER AND NEW ONES.
BRAND NAME. - HEAD OF SERVICE IS GOOD AND COMMITTED BUT
- STRONG PRESENCE IN SOCIAL MEDIA, WEBSITE HAS LITTLE VISION FOR THE FUTURE AND

AND ONLINE SCHEDULING, RELIABLE AND SOMETIMES IS NOT A GOOD HELP TO PUSH
RECOGNIZED BY CLIENTS. FORWARD ON NEW PROJECTS.

- TAILOR-MADE AND RELIABLE COMPUTER SYSTEM, |- OUR MECHANICS SOMETIMES HAVE MUCH NON
ALLOWING DETAILED CUSTOMER ANALYSIS. PRODUCTIVE TIME.

Opportunltles Threats

- DIGITIZE SERVICE PROCESSES, ESPECIALLY - LITTLE ABILITY TO RECRUIT SUITABLE

THOSE THAT ARE CUSTOMER FACING. PERSONNEL FOR THE POSITIONS OF SERVICE

- INCREASE PRESENCE IN THE WHOLESALE SPARE |ADVISOR AND MECHANICS.

PARTS CHANNEL, TO CONQUER ALTERNATIVE - CHANGES IN THE LEGAL FRAMEWORK IN THE
WORKSHOPS MARKET. COUNTRY, WHICH WILL MAKE THE REQUIREMENTS
- TRAIN OUR EXISTING STAFF IN CUSTOMER FOR BRAND WARRANTY FLEXIBLE.

HANDLING AND FIND NEW PROFILES THAT WILL - LACK OF MOTIVATION IN THE TEAMS, WHICH
ALLOW US TO DIFFERENTIATE IN THIS ISSUE. COULD LOOK FOR NEW JOBS.
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How will you improve or solidify your strengths?

WE MUST CONTINUE TO ENHANCE THE FOCUS ON OUR CUSTOMERS. THE INCORPORATION OF THE NPS
INDEX INTO THE SALARIES OF THE ENTIRE TEAM SHOULD BE EXTENDED.

MARKETING ACTIONS SHOULD BE PLANNED ACCORDING TO THE REQUIREMENTS OF THE BRAND, SEEKING
TO MAINTAIN THE POSITIONING THAT BRUNO FRITSCH HAS IN THE MARKET.

THE INCORPORATION OF NEW TECHNOLOGIES, SUCH AS Al, AND THEIR INTEGRATION WITH OUR
SYSTEMS, SHOULD BE A PRIORITY.

THE PROFILE OF OUR TEAM SHOULD BE ORIENTED TOWARDS THE CUSTOMER AND THEIR NEEDS. WE
MUST BE ALERT ABOUT CHANGES IN THE BEHAVIOR OF OUR CUSTOMERS AND THE ENVIRONMENT

(LEGAL, FOR EXAMPLE). UNDERSTANDING THESE CHANGES AND HOW WE ADAPT TO THEM WILL ALLOW US
TO ACHIEVE AND INCREASE YOUR RETENTION.

How will you address and improve any weaknesses?

AS MENTIONED BEFORE, WE MUST INCORPORATE NEW PROFILES INTO OUR TEAM. PEOPLE WHO ARE
OPEN AND FLEXIBLE TO INCORPORATE THE NEW REQUIREMENTS OF OUR CUSTOMERS, WHO HAVE

FOCUS ON THEIR SATISFACTION. FOR THIS, WE MUST LEAVE BEHIND THE TECHNICAL PROFILE IN OUR
SERVICES AND ADVISORS.

OUR TEAM LEADERS MUST ALSO BE SUITABLE TO JOIN THESE NEW CHALLENGES, BOTH IN THE
MANAGEMENT OF CUSTOMERS AND THE STAFF IN CHARGE.

DEFINING THE APPROPRIATE PROFILES FOR THE SELECTION PROCESSES IS IMPORTANT. THEY MUST BE
STATED CLEARLY.

IN ADDITION, WE MUST TAKE ADVANTAGE OF THE PRESTIGE OF OUR COMPANY TO ATTRACT NEW TALENT.

STAFF TRAINING MUST REMAIN A PRIORITY. WE MUST UPDATE AND IMPROVE THE PLANS AND COURSES,
TO BE ABLE TO COVER THE NEEDS OF OUR CUSTOMERS AND TECHNOLOGICAL TRENDS IN THE FIELD.
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How will you maximize or improve your opportunities?

IF WE WANT TO IMPROVE THE RETENTION OF OUR INCREASINGLY DEMANDING CUSTOMERS, WE MUST
HAVE THE BEST TEAM, WITH GREATER RELATED SKILLS.

TO ENTER THE WHOLESALE MARKET WITH MORE STRENGTH, WE MUST REVIEW OUR SPARE PARTS
EQUIPMENT AND FLEET, UNDERSTANDING THE NEEDS OF THESE CUSTOMERS.

How will you address and overcome any threats?

IN A MARKET THAT IS CHANGING RAPIDLY, IT IS A CHALLENGE FOR LARGE ORGANIZATIONS TO ACHIEVE
EFFECTIVE AND EFFICIENT CHANGES.

THAT OUR TEAMS CHANGE AT THE RATE THAT IS REQUIRED IS A GREAT THREAT FOR THE FUTURE.

IMPROVING STAFF PROFILES AND EFFECTIVELY TRAINING EXISTING STAFF SHOULD BE A PRIORITY. FOR
THIS WE WILL WORK ON AN ACTION PLAN WITH HR TO IMPROVE THE SELECTION AND RECRUITMENT
PROCESS. IT IS EQUALLY IMPORTANT TO HAVE INCENTIVES AND PLANS TO RETAIN TALENT AND MOTIVATE

TEAMS.
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What is your expected time frame to achieve desired results? Months? By what date?

WE EXPECT TO SEE RESULTS ONCE THE TRAINING STAGE IS COMPLETED. AFTER THAT, IN THE 4TH
MONTH, WE WILL SEE A PROGRESSIVE IMPROVEMENT IN OUR CUSTOMER SATISFACTION. AT THE END
OF THE 7TH MONTH, WE HOPE TO REACH THE OBJECTIVE. WE EXPECT TO REACH THE RESULTS OF
IMPROVEMENT OF CUSTOMER RETENTION FROM THE 10TH MONTH.

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

WE WILL CLOSELY MONITOR THE NPS OF OUR SERVICE, ON A WEEKLY BASIS, DETAILED BY TYPE OF
WORK, BY SERVICE ADVISOR. ON A MONTHLY BASIS WE WILL ANALYZE OUR GROSS PROFIT AND
CUSTOMER RETENTION.

Who participated in this SWOT?

Name Title

JAVIER TRUCCO CORPORATE MANAGER
Name Title

RODRIGO SAPUNAR FIXED OPS MANAGER
Name Title

CHANTAL CROQUEVIELLE HR MANAGER

Name Title

RICARDO ZAROR GENERAL MANAGER
Name Title

Signed Date

Signed by dealer Management Date

RICARDO ZAROR FEB 02, 2024.
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