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e Specific m Measurable 0 Relevant 0 Time bound

What is your goal? What do you want to achieve? From what metric? To what metric? By what date?

| want to increase the effectiveness of my counter people by instilling in them that are sales
people anytime they answer a call. | can do so by January 1st 2025.

BOTTOM LINE: Benefits of Achieving Your Goal Consequences of Not Achieving Your Goal

The benefits of accomplishing this are

In not receiving the proper training our
better customer service/retention,

team will lose out on sales and retention.

potentially higher sales, and the ability to By remaining complainant they will stay as
truly engage with customers. Order Taker and never become Order
Makers.

June 3rd 2024
When will you start?

How will you gauge your progress? When? Using which metrics?

By creating and using a scorecard in tandem with having mystery shoppers grading them
based on this scorecard we will be able steer them into where we want them to be bu showing

the areas where we believe they need the most improvement. This will also allow us to keep a
record of improving scores.
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What specific actions will you take to achieve your goal? Who can help you?

Using a rotation of existing staff we can have monthly mystery callers under the direction of
the Parts and Sales managers perform and rate the salesmanship of the parts counter people
using a scorecard to track progress. Coordination with the Sales and Parts managers would

be key.

Potential Challenges?

Counter people being content as Order
Takers instead of Order Makers.

The often tense relationships between
managers at my store.

Potential Solutions?

Incentivizing Counter People to go the
extra mile.

Finding ways to improve the store culture
between managers. Removing the “out for
myself” mentality and replacing it with an
“out for each other
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