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

The smart goal | want to acomplish is to obtain a more developed sales staff within the
context of follow up, over the phone sales, and customer satisfaction.

BOTTOM LINE: Benefits of Achieving Your Goal Consequences of Not Achieving Your Goal
Some of the key benefits of achieving this The biggest consequences of not having
goal will be to have a happier customer the entire sales floor capable and confident
base as well as increase sales production over the phone is that we aren't providing
and closing rate. | also believe if we the customer satisfaction that should be
implement better training on the outside the expected and missing opportunities to
dealership side of the purchase we will make our operation more successful.

retain employees better as we are trying to
help invest in their future as well.

| plan to start having a once every other week meeting with our sales reps

When will you start? tn nn nuvar ranfidence in eneakina an tha nhane and wave tn nvarrnma

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

Currently CDK is down but once our CRM is back up and running | plan to gauge progress by
checking my salesman's previous performence on closing/appointment ratio's on inbound
phone calls and compare them to the future's to see how it affects them. It will be a monthly
check on them to make sure they are retaining valuable information and ensuring customer
satisfaction while also trying to increase dealer volume.
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What specific actions will you take to achieve your goal? Who can help you?

I will hold meetings with my sales guys to help lead them in the right direction and make sure
all of the info they require is available. My other salesmanager Eddie was the internet
manager for 15 years and has a vast knowledge of customer interaction over the phone, as
well as my current BDC team is there to help coach them if anyone needs. We also have an
outside training source that We will start sending all of our new salesman to help ensure they
understand the processes throughout the sale in person and over the phone.

Potential Challenges?

The biggest challenges | face with this task
is having all of the salesman on the same
page and accountable for their actions.
There has been a big culture change
recently at the store and it is only
strengthening our sales floor and making
them better. CDK going down really does
make the sales floor the heart of the store
more than ever. We do not have a way to
ensure the customers are being treated
properly like before where we had failsafes
such as phone recordings and all inbound
calls would be logged immediatly by the
computer

Potential Solutions?

Some solutions | have implemented to
ensure a customer is being treated
properly is making the salesman
accountable for their follow up by setting a
stern but fair system in the handling of non
in-store prospects. Any issues they run into
they can bring directly to me and | will
personally assist them with making sure
they have accurate information to help the
customer with.
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