
RM TS ASpecific Measurable Achievable Relevant Time bound

1©2020 National Automobile Dealers Association. All Rights Reserved.

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

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

When will you start? 

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

ACTION PLAN 1
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Potential Challenges? Potential Solutions?

What specific actions will you take to achieve your goal? Who can help you?


	1: Increase new car lease rention ration from current YTD 33% to 45% by end of Q1 2025



YTD total 72 lease portfolio. 24 resold. 13 returned / termination. 18 customer buyout. 17 lost.
	1_2: Additional 8 new lease contracts each month.

More new car volume and gross profit.

Higher new car turn and less floor plan expenses.

Potential OEM backend other income.

Oppotuniry for F&I product selling and penetration.

Potential additional 8 Hyundai trades as pre-owned inventory to help used car sales.

Future service customers and more service profit.

More sales for product advisors and motivation.


	1_3: New car sales volum stays at current level. Inventory supply is 58 days. More aged inventory which causes higher floor plan and higher new car frozen capital. 



Losing market share on the "returned" and "lost" lease customers. Less sales profit. Less potential service and parts oppotunities / income.


	When will you start: Before end of this month September
	1_6: Review monthly lease maturity report every month for total lease maturities. Check products advisors follow up record every week in dealer socket regards to individual's lease portfolio. 

Check daily appointments list to calculate lease retention total appointments.

After each month end, run lease rention report and track total lease contract renewal, total lease return, total lease buy out and total lost.

Compare with previous month and track the progress. 
	1_8: 1. Generate and review the lease portfolio customer list and meet with the lease end specialist each week. Figure out the lease maturity customer list within next 3 months and have a voice contact with them.

2. Coach every product advisors to review and follow up with all their lease portfolios, and have a touch base call with them every 6 months to maintain the customer relationships. 

3. Indentify and form uo a 2 to 3 people lease end specialist team. Develop a Hyundai lease lifecycle roadmap to designate 5 touch points at 18, 12, 6, 4 and 2 months prior to lease maturity. Export and orgernize our lease portfolio by maturity date on monthly basis. Train and monitor the lease end team on 100% touch-up points follow ups. 

4. Utilize the service appointmet waiting time. Product advisors to go through the pre-booked service appointments to schedule the lease end options review during customers' next service visit. Offer appriasales and going through the current OEM lease and loyalty program. 

5. For any business office lease buyout customers (within or outside of our lease portfolo), turn over to lease end specialists for options review before process with the lease buyout.

6. Coatch service advisors to mention about the new models and features to service customers. Create an internal referral program and ensure there is a incentive paid to seevice advisors for service turn over and upgrade. 

7. Actively communicate with OEM reps every month on loyalty program and special customer loyalty offer such as "double cash', double rate reduction", "special pull ahead". Make sure portfolios which were sucessfully reached by OEM marketing team are transfered to us and being taken car of. 

8. Review with all product advisors and lease end specialist on the progress during the monthly meeting.




	1_9: For lease contract terminated before 6 months prior to maturity date, it is hard to track the lost. 



For lease customers who are not in our PMA, we might have challenges to promote the store incentive and loyalty customer incentive.



For high demanding Hybrid models, waiting time is long and custoemr might switch to different brands.




	1_11: Portfolio team to contact customer earlier start 2 years prior to maturity date.



Going through our CRM system and filter out the lease customer who did not service at our store in last 2 years. Reach out to them for lease ending incentives and options.



Portfolio team to contact 2 years prior to lease end. If upgrade, priotise their orders as repeated customers with trade vehicle.




