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How many people participated in this meeting?
What is your vision?
Customer for life Gross profit domination | Both Other

Explain:

To improve our long term follow up with Sales leads delivered into our CRM. Currently, we are strong with leads that are
between 1 - 14 days but those that age beyond that are not being cultivated as they should. Our data shows that these
leads are purchasing beyond 14 days (and in cases up to 60 days and beyond) but not with us. The amount of sales we

are losing out to other dealers is not insignificant.

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

Strengths

We have a very solid reputation in the local area as the
leading volume Chevrolet dealer in the state for over 40
years running

A solid Sales staff of 28, many with good longevity

An experienced Sales management team with an
average experience of 22 years

Very desirable pay plan that rewards for performance

Weaknesses

While the numbers of Sales staff we view as a strength,
approximately one fifth is relatively new and lack
experience

Historically there has been a failure of staff to follow leads
beyond a 2 week period. To a certain extent, this is a
result of being victims of our own success - there are
many leads to choose from and most are inclined to go
for the fresh leads/low hanging fruit

There should be more management oversight on Sales
staff activity

Opportunltles

Also a weakness, our newbies on our Sales staff also
present a prime opportunity to be molded into the
professional that compiments our dealership

Likewise, a threat can also be viewed as an opportunity.
Our new CRM has better capabilities in many areas,
particularly the ease in which videos can be sent to
prospective customers.

We have recently engaged with the vendor who provides
the data (in DART) that we can use to measure our
progress

Threats

Several same make dealers within close proximity fighting
for the same customers. As the leader, we always have a
target on our back

We have just installed a new CRM. It will take some time
for users to get acclimated

There is always a challenge of staff retention, particularly
in Sales. We are generally fairly strong in this area but
newer staff are much more likely to depart, though usually
for other professions
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How will you improve or solidify your strengths?

As cliche as it may sound, our overarching strength is in our name. We havbe been located in Waterbury for 95 years
and estimate our repeat and referral business to be in the 65-70% range.

We have an internal trainer whose official position is Director of Learning and Development. We are working with him to

enhance the training program for Sales to specifically target the area of lead follow-up. Training will encompass group
sessions along with individual traning where necessary.

As mentioned, our pay plan is very attractive for Sales staff. Existing staff who have worked at other dealerships are our

best promoters of this fact. That said, we always have an eye for ways the plan may be tweaked to produce the best
results from our employees.

How will you address and improve any weaknesses? _
We will, again, utilize our internal trainer to work with new staff. While some of the new employees have sales
experience and just need to adapt to our model, several have no experince in automotive whatsoever. They were

chosen for their personal attributes that lead us to believe they have great potential in this field. We just need to supply
the tools necessary for that to come to frution.

We will be working with Sales Management to devise methods to improve oversight of this process. Most of the leads in
guestuion fall under the purview of the Internet Department but the floor staff and BDC also play a significant role. We

will be dividing the entire team into individual groups with each Sales Manager (there are 4) in charge of a group. This
should allow for more careful and consistent oversight.
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How will you maximize or improve your opportunities?

The new CRM tool offers a great opportunity, not only in its ease of use, but also in the way it offers the chance to
change behaviors of staff. We will present it with this in mind - as long as they need to learn a new system, they may as
well learn how to use that same system to achieve new goals.

Our engagement with the DART tool will make it much easier to track goal progress. Once the data starts to populate it,
we will review this on a weekly basis.

While we are considered to be a top performing dealership in our region, the data in DART shows that there is clearly
room for growth. We are detrmined to achieve that next level.

How will you address and overcome any threats?

The threat of local competition is there and will always be there. We have done a good job of outperforming them for
decades and see no reason that will not continue well into the future. That should not be mistaken for complacency - we
are always very conscious of our competitors and that keeps us extremely focused on winning strategies.

We view the threat of a new CRM as a very short term one that can easily be turned into an opportiunity as described in
other sections.

The reality of the car business is that staff come and go. We are fortunate to have in our employ a number of senior
Sales staff, several who have 25 plus years with us. We have found that those who depart (voluntarily) do so for
reasons unrelated to the dealership specifically. They realize they are just not cut out for this type of profession and
leave for jobs outside of automotive. Our goal is to attract and retain the ones who do show inclination to be successful
at the job. In our development imdoctrination process, we do stress that this is a profession, not simply a job, and we will
do everything in our power to enable staff to succeed to the best of their ability.
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What is your expected time frame to achieve desired results? Months? By what date?

This issue did not happen overnight and will need some time to allow for an adiustment in behaviors. Realistically, we
are looking at a minimum of 6 months to achieve significant results. | am looking to have processes in place by May 1,
2024, with measurable results by November 1, 2024. With the new DART data (see below), results will be relatively

easy to document.

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

We have just signed up with the vendor who tracks this data through our CRM and DMS. This data used to be offered
to GM dealers free of charge (known as DART) but that practice was discontinued about a year ago. Now we can
have access but need to enroll at a cost. It will take some time to gather any type of historical data but once it starts to
flow in, it will be relatively easy to track progress.

Who participated in this SWOT?

Name Title
Bill Palomba Marketing Director
Name Title
Steve Morley Sales and BDC Manager
Name Title
Larry Perry Internet Sales Manager
Name Title
Name Title
Signed Date
4/2/2024
Signed by dealer Management Date
4/2/2024
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