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How many people participated in this meeting?

What is your vision?

Customer for life Gross profit domination | Both Other

[]

Explain:
Reviewing how we handle our current customer and develop ways to enhance the customer experience.
Word of mouth is the best form of advertisement. The better we foster a relationship the more referrals we will get.

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

Strengths Weaknesses

1. Competition: F&I face competition from other

1. F&l team have the opportunity to build long-lasting dealerships and financial institutions, which may offer
relationships with customers, leading to repeat business | similar products and services for cheaper.

and referrals. 2. Regulatory challenges: F&I departments must comply
2. F&I department have specialized knowledge in financial | with strict regulations and guidelines, which can be
products and services, allowing them to offer tailored complex and time-consuming.

solutions to customers. 3. Limited customer retention strategies: F&| departments
3. F&l department have access to valuable customer may lack comprehensive strategies to retain customers
data, which can be used to personalize offerings and for life, leading to potential churn.

improve customer experience.

Opportunities Threats

1. Personalized customer experience: F&I departments 1. Economic downturn: Fluctuations in the economy can
can leverage customer data to offer personalized services |impact customer purchasing power.

and recommendations, enhancing customer loyalty. 2. Changing consumer preferences: Shifts in consumer

2. Digital transformation: F&I departments can adopt preferences towards online transactions or alternative
digital tools and technologies to streamline processes and | financing options may pose a threat to traditional F&I
improve customer engagement. models. Less face to face activity.

3. Expansion of product offerings: F&| departments can 3. Reputation risks: Negative customer experiences or
explore new financial products and services to meet regulatory violations can damage the reputation of the F&I
evolving customer needs and preferences. team leading to loss of trust and customers.
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How will you improve or solidify your strengths?

Solidifying customer relationships to me as a easy task. At times we forget just reaching out to a customer to see how
they like their car or if they need anything from us goes a long way. | would like to make sure that the team is in contact
with the customer for the first two months of taking ownership of a vehicle. This builds a strong rapport.

How will you address and improve any weaknesses?
Competition is always a weakness in the auto industry. You dont necessarily need to be the cheapest but you need to

be competitive. Stemming from the purpose of this SWOT; customers tend to ignore a slightly higher fee knowing they
have a great relationship with the dealer.
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How will you maximize or improve your opportunities?

| think this can be done in a few ways:
1) Utilizing CRM. There is a ton of information and can be used as a tool to get to know your customer.

2) As we discussed during class, get to know your customer. Engage in dialogue. Treat them like a person and not like a
number. Build on quality and not on quantity.

How will you address and overcome any threats?
As noted in my SWOT - Negative customer experiences can damage the reputation. Treating everyone with respect
goes a long way. We need to make sure that all members of the team are giving the white glove treatment to all

customers regardless of what they are spending.
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What is your expected time frame to achieve desired results? Months? By what date?

The expected time frame would be by 4/30/2024. We need to keep an eye out on F&I gross in addition to any CSI.
We want to be competitive but not banging customers over the head.

What performance metric will you track to determine successful change? PVR? Products per? CSI?
We can review CSI and Axcessa (trending grosses) which will provide us with the tools needed to gauge.

Who participated in this SWOT?

Name Title

Paul LiRosi CFO
Name Title

Danny L GM

Name Title

Nick H. SM

Name Title
Richard V F&I Director
Name Title
Sherwin G F&I Manager
Signed Date
Signed by dealer Management Date

© 2022 All Rights Reserved, NADA.




	Name: PAUL LIROSI
	Class: 431
	Dealership: LEXUS OF MANHATTAN
	Locations: NEW YORK CITY
	How many people participated in this meeting: 5
	Explain: Reviewing how we handle our current customer and develop ways to enhance the customer experience.
Word of mouth is the best form of advertisement. The better we foster a relationship the more referrals we will get.
	Strengths_2: 
1. F&I team have the opportunity to build long-lasting relationships with customers, leading to repeat business and referrals.
2. F&I department have specialized knowledge in financial products and services, allowing them to offer tailored solutions to customers.
3. F&I department have access to valuable customer data, which can be used to personalize offerings and improve customer experience.

	Weaknesses_2: 1. Competition: F&I face competition from other dealerships and financial institutions, which may offer similar products and services for cheaper.
2. Regulatory challenges: F&I departments must comply with strict regulations and guidelines, which can be complex and time-consuming.
3. Limited customer retention strategies: F&I departments may lack comprehensive strategies to retain customers for life, leading to potential churn.
	Opportunities: 1. Personalized customer experience: F&I departments can leverage customer data to offer personalized services and recommendations, enhancing customer loyalty.
2. Digital transformation: F&I departments can adopt digital tools and technologies to streamline processes and improve customer engagement.
3. Expansion of product offerings: F&I departments can explore new financial products and services to meet evolving customer needs and preferences.
	Threats: 1. Economic downturn: Fluctuations in the economy can impact customer purchasing power.
2. Changing consumer preferences: Shifts in consumer preferences towards online transactions or alternative financing options may pose a threat to traditional F&I models. Less face to face activity.
3. Reputation risks: Negative customer experiences or regulatory violations can damage the reputation of the F&I team leading to loss of trust and customers.
	How will you improve or solidify your strengths: Solidifying customer relationships to me as a easy task. At times we forget just reaching out to a customer to see how they like their car or if they need anything from us goes a long way.  I would like to make sure that the team is in contact with the customer for the first two months of taking ownership of a vehicle. This builds a strong rapport.
	How will you address and improve any weaknesses: Competition is always a weakness in the auto industry. You dont necessarily need to be the cheapest but you need to be competitive. Stemming from the purpose of this SWOT; customers tend to ignore a slightly higher fee knowing they have a great relationship with the dealer.  
	How will you maximize or improve your opportunities: I think this can be done in a few ways:
1) Utilizing CRM. There is a ton of information and can be used as a tool to get to know your customer.
2) As we discussed during class, get to know your customer. Engage in dialogue. Treat them like a person and not like a number. Build on quality and not on quantity. 
	How will you address and overcome any threats: As noted in my SWOT - Negative customer experiences can damage the reputation. Treating everyone with respect goes a long way. We need to make sure that all members of the team are giving the white glove treatment to all customers regardless of what they are spending. 
	What is your expected time frame to achieve desired results Months By what date: The expected time frame would be by 4/30/2024.  We need to keep an eye out on F&I gross in addition to any CSI.  We want to be competitive but not banging customers over the head.
	What performance metric will you track to determine successful change PVR Products per CSI: We can review CSI and Axcessa (trending grosses) which will provide us with the tools needed to gauge.
	Name_2: Paul LiRosi
	Title: CFO
	Name_3: Danny L
	Title_2: GM
	Name_4: Nick H.
	Title_3: SM
	Name_5: Richard V
	Title_4: F&I Director
	Name_6: Sherwin G
	Title_5: F&I Manager
	Signed: 
	Date: 
	Signed by dealer Management: 
	Date_2: 
	Check Box1: Yes
	Check Box2: Off
	Check Box3: Off
	Check Box4: Off


