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What is your goal? What do you want to achieve? From what metric? To what metric? By what date?
Example: “I will decrease my 5K run time from 30 minutes to 21 minutes by June 15.”

o000

To reduce the amount of parts returned to Toyota on a monthly basis. Decreasing the parts
return will free up more time and capital for the department. Metric would be to decrease line
items by 25%. Due date by the next Parts return. (First week of October.)

"I will decrease the amount of line items in my parts return by 25% by the first week of
October."

How does this goal align with or support your dealer’s vision?
What are the BENEFITS of achieving your goal? What are the CONSEQUENCES if you don’t?
Why is this goal important to you?

R

This goal aligns with our values by achieving the statement of " The right parts the first time."
The benefits of achieving this goal are the less line items on the return the less time it takes
to process the return, and the less unusable capitol tied up with parts not sold.

The consequences of not achieving this goal are that key members spend unproductive time
on jobs that do not produce profit for the department.

The goal is important to me because we can raise standards that help the customer feel like
there time and money are will spent by getting the correct parts the first time, and Setting
guards on whole sell shops from abusing the return policy.
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e
What specific actions or steps will you take to accomplish your goal? What will you do differently or improve? e@ 6
For each, be sure to include necessary resources, who is accountable, the measurable result, and dates.

SPECIFIC ACTION/ NECESSARY WHO IS EXPECTED EXPECTED ACTUAL
STEP RESOURCES? ACCOUNTABLE? RESULT? COMPLETION COMPLETION CHECK OFF
DATE? DATE?
-Update return New return All parts staff | 25% less returns | First week of Oct. |_|
policy policy customer [
-Send updated New policy Parts manager Agreed term | First week of Oct.
policy to letter of Wholesale cust. | for both parties
whole sale cust intent
-Discuss return -New policy Staff, Manager Understand First week of Oct.
policy with staff | -Sign off sheet the new policy

L
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How will you track your progress? Where will you find the information? How often will you check in?

0000

Tacking the progress will be completed each month when the return is scheduled. Also each
day as part of the daily numbers reports done by the manager all return invoices will be
checked for the correct restocking fees and documentation. Information will be found in the
DMS.

Potential Obstacles? Potential Solutions?
-Customer not understanding - explaining the policy at time of sale
-Wholesale decreases in sales. and posting the policy will reduce non-
-Change in policy creates confusion. understanding.

-Wholesale will return with the ordering
of the correct parts.

- Reviewing the policy and reassuring
the staff that its the right move to help
the store and them.

BOTTOM LINE! What is the financial impact (expressed in dollars) of achieving your goal?

0000

A day of productivity gained on average a month equals $7850.00.
and on average a $5000.00 decrease in frozen capitol.

CONGRATULATIONS! You’ve accomplished your goal! You added or adjusted policies, procedures, and
behaviors. Now what? How will you ensure you and your staff do not fall back into the previous habits
that produced poor results? Be specific.

By continuing to update and adjust the return policy as needed and to hold the staff
accountable. and to continue to strive for a better customer experience.
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"I will decrease the amount of line items in my parts return by 25% by the first week of October."
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