NADA oo

Mike Cicchetto N443 e
p———
Name: Class #:
Rochester Toyota Rochester New Hampshire
Dealership: Location(s):
4

How many people participated in this meeting?
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Explain:

Increase the F&I department's PVR (from $1,475 to $1,800) and focus on overall improvements is to drive greater
profitability, while ensuring long-term success and customer satisfaction at the dealership. Currently, one manager's
lower PVR ($1,180) is bringing down the entire department's profitability. Addressing this underperformance is
necessary to unlock the department's full earning potential and achieve more consistency. Closing this gap improves

overall profitability without relying solely on one manager.

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

Stren ths

One of the finance managers is already exceeding the
target with $1991 per copy, providing a strong foundation
to model performance improvements.

The dealership has an established F&I process in place,
which can be optimized rather than built from scratch.

Toyota is a highly reputable brand with a strong customer
base, ensuring a consistent flow of finance opportunities
from both new and used vehicle sales.

Weaknesses

The second finance manager's performance is
significantly lower at $1180 per copy, bringing down the
department's overall average and limiting growth potential.

The department relies too much on finance reserve rather
than product sales, limiting potential revenue streams
from product offerings like VSA's.

Differences in the approach between the two finance
managers suggest a lack of uniformity in training or
strategy, causing inconsistent customer experiences and

Opportunltles

Offering focused coaching and performance improvement
plans for the underperforming manager could bring their
per-copy average closer to the department goal,
improving overall profitability.

By boosting the sale of high-margin finance products like
extended warranties, GAP insurance, and prepaid
maintenance plans, the department could see a rise in
per-copy profitability without relying solely on reserve
income.

Threats

If the underperforming finance manager doesn't improve
or feels pressured, they might leave, causing temporary
instability in the department. Recruiting and training new
talent can be time-consuming and costly.

Rising interest rates or changes in the economy could
reduce consumer appetite for financing, putting pressure
on both managers to maintain or grow profit per copy.

With increasing focus on finance product disclosures and

transparency, any misstep could lead to regulatory or
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How will you improve or solidify your strengths?
Leverage the High-Performing Finance Manager

Mentorship Program: The finance manager who is already achieving $1991 per copy can serve as a mentor to the
underperforming manager. Their success can be replicated through shared best practices, direct shadowing, and peer
coaching.

Recognition and Incentives: To keep this manager motivated, offer continuous recognition for their success, both
publicly within the dealership and through performance-based incentives. This will ensure they remain engaged and
consistent, while also promoting a culture of excellence.

Optimize the Established Finance Process

Refine the Process: Review the F&I process to identify any bottlenecks or inconsistencies between the two managers.
Streamline steps where possible, ensuring both managers are using the same scripts, upsell strategies, and customer
engagement techniques.

Standardization and Training: Regularly update and standardize training programs to ensure that everyone is following a
proven, successful process. Make use of the existing structure but introduce continuous education on new finance
products, compliance, and selling techniques to keep the department ahead.

Maximize Market Demand for Financing

Take advantage of Toyota’ s strong market presence by introducing or expanding high-demand finance products. Train
both finance managers to emphasize the benefits of these products and increase the product-to-reserve ratio.

Customer-Focused Approach: Highlight Toyota’ s reputation to build trust with customers and help finance managers
pitch products based on Toyota’ s strong brand eqwty Leverage customer onalty programs and long-term financing
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How will you address and improve any weaknesses?
Improve the Performance of the Underperforming Finance Manager

Performance Improvement Plan (PIP): Implement a structured PIP with specific goals tied to increasing gross profit per
copy. This plan should include regular coaching, role-playing, and performance reviews to track progress.

One-on-One Coaching: Provide personalized coaching from the high-performing finance manager or an external
consultant to help the underperforming manager improve their product knowledge, closing techniques, and customer
engagement.

Shadowing & Peer Learning: Have the underperforming manager shadow the stronger performer to observe how they
approach each customer, upsell products, and maximize profit on each deal.

Accountability: Set clear expectations, provide regular feedback, and hold the underperforming manager accountable for
incremental improvements, such as setting monthly targets for increasing PVR.

Increase Product Penetration: Shift focus toward selling more finance products, such as VSA's, prepaid maintenance,
and GAP insurance, rather than relying on finance reserve. This can be achieved by:

Product Training: Provide comprehensive training on product benefits and how to effectively present them to customers.
Reinforce the idea that the value of these products enhances the customer experience and protects their investment.

Bundling Offers: Encourage the finance team to bundle multiple finance products together, creating compelling offers for
customers that increase gross while providing added value.

Performance Incentives: Introduce incentives tied to product sales, such as bonus payouts for meeting
product-to-reserve ratio targets. This will motivate both managers to focus more on selling high-margin finance products.

Conduct regular reviews wrth both managers to identify deviations from the standardized process and address them
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How will you maximize or improve your opportunities?

Develop individualized training plans for the underperforming finance manager, focusing on areas where they can
significantly improve—such as product knowledge, objection handling, and closing techniques. This can be done
through:

Workshops & Seminars: Bring in external trainers or send the manager to industry-specific finance workshops to learn
new strategies and improve overall competence.

Role-Playing & Simulations: Conduct role-playing scenarios with the high-performing manager or sales trainer to
simulate real-world situations, allowing the underperformer to practice and improve their approach without pressure.

Ongoing Mentorship: Set up regular one-on-one mentorship sessions between the underperforming manager and the
stronger performer, focusing on the nuances that differentiate their success, such as product presentation or
relationship building with customers.

Set Incremental Goals: Break down improvement into manageable, incremental goals. For example, set a target for the
underperformer to increase their PVR by $100 each month, allowing gradual progress toward the department average.

Product Education and Presentation: Ensure both finance managers are fully versed in the benefits of all available F&I
products. The goal is for them to confidently explain how products like extended warranties, prepaid maintenance, and
GAP insurance enhance the customer’ s ownership experience.

Focus on Needs-Based Selling: Teach the managers to use a consultative approach by understanding each customer's
unigue situation and tailoring product offerings to meet those specific needs. This will increase the likelihood of upselling
finance products.

Bundle Products for Added Value: Encourage bundling finance products (VSA + maintenance + GAP insurance) into
packages that offer perceived higher value at a slight discount. This strategy simplifies decision-making for customers
while maximizing the gross profit per deal.

How will you address and overcome any threats?

Create a Clear Development Path: Establish a career progression plan for the underperforming manager to give them a
sense of direction and motivate them to improve. If they see the potential for growth (promotions, increased earnings),
they are less likely to leave.

Regular Feedback and Support: Provide consistent and constructive feedback to ensure the underperforming manager
feels supported and not just pressured. Incorporate recognition of their improvements, even if incremental, to keep them
engaged.

Succession Planning: Begin identifying potential internal or external candidates who could step into the finance manager
role if needed. Having a bench of talent ready ensures the department won't face a gap if turnover occurs. Consider
cross-training sales or service employees who show aptitude for finance and interest in the position.
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What is your expected time frame to achieve desired results? Months? By what date?

Given the complexity of improving the finance department's gross PVR from $1,475 to $1,800, a realistic timeframe to
achieve these results is around 6-9 months. This timeframe allows for proper implementation of training, process

improvements, and performance tracking while giving enough time for incremental gains to take effect. March 2025 to
June 2025 timeframe.

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

We will meet weekly (every Monday morning) and monthly (end of month performance review) to monitor steady
improvement in PVR. A weekly goal of $25 per week increase in PVR will be the metric we look to achieve. Achieve a
healthy 75% product income to 25% finance reserve ratio. This ratio helps ensure the department is less reliant on

finance reserve and more focused on higher-margin finance products. Over-reliance on finance reserve can be volatile
and less profitable than product sales.

Who participated in this SWOT?

Name Title

Michael Cicchetto General Manager
Name Title

Levi Gray General Sales Manager
Name Title

Jon Pavnick Finance Manager
Name Title

Molly Smith Finanace Manager
Name Title

Signed Date

Signed by dealer Management Date

Michael Cicchetto 10/4/2024
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	Name: Mike Cicchetto
	Class: N443
	Dealership: Rochester Toyota
	Locations: Rochester New Hampshire
	How many people participated in this meeting: 4
	Explain: Increase the F&I department's PVR (from $1,475 to $1,800) and focus on overall improvements is to drive greater profitability, while ensuring long-term success and customer satisfaction at the dealership.  Currently, one manager's lower PVR ($1,180) is bringing down the entire department's profitability. Addressing this underperformance is necessary to unlock the department's full earning potential and achieve more consistency. Closing this gap improves overall profitability without relying solely on one manager.
	Strengths_2: One of the finance managers is already exceeding the target with $1991 per copy, providing a strong foundation to model performance improvements.



The dealership has an established F&I process in place, which can be optimized rather than built from scratch.



Toyota is a highly reputable brand with a strong customer base, ensuring a consistent flow of finance opportunities from both new and used vehicle sales.
	Weaknesses_2: The second finance manager's performance is significantly lower at $1180 per copy, bringing down the department's overall average and limiting growth potential.



The department relies too much on finance reserve rather than product sales, limiting potential revenue streams from product offerings like VSA's.



Differences in the approach between the two finance managers suggest a lack of uniformity in training or strategy, causing inconsistent customer experiences and profit margins.
	Opportunities: Offering focused coaching and performance improvement plans for the underperforming manager could bring their per-copy average closer to the department goal, improving overall profitability.



By boosting the sale of high-margin finance products like extended warranties, GAP insurance, and prepaid maintenance plans, the department could see a rise in per-copy profitability without relying solely on reserve income.



Implementing a new F&I processes could streamline product presentations and offer a more persuasive, efficient, and customer-friendly sales experience, improving overall results.
	Threats: If the underperforming finance manager doesn't improve or feels pressured, they might leave, causing temporary instability in the department. Recruiting and training new talent can be time-consuming and costly.



Rising interest rates or changes in the economy could reduce consumer appetite for financing, putting pressure on both managers to maintain or grow profit per copy.



With increasing focus on finance product disclosures and transparency, any misstep could lead to regulatory or legal challenges that impact profit margins and brand reputation.


	How will you improve or solidify your strengths: 

Leverage the High-Performing Finance Manager



Mentorship Program: The finance manager who is already achieving $1991 per copy can serve as a mentor to the underperforming manager. Their success can be replicated through shared best practices, direct shadowing, and peer coaching.



Recognition and Incentives: To keep this manager motivated, offer continuous recognition for their success, both publicly within the dealership and through performance-based incentives. This will ensure they remain engaged and consistent, while also promoting a culture of excellence.



Optimize the Established Finance Process



Refine the Process: Review the F&I process to identify any bottlenecks or inconsistencies between the two managers. Streamline steps where possible, ensuring both managers are using the same scripts, upsell strategies, and customer engagement techniques.



Standardization and Training: Regularly update and standardize training programs to ensure that everyone is following a proven, successful process. Make use of the existing structure but introduce continuous education on new finance products, compliance, and selling techniques to keep the department ahead.



Maximize Market Demand for Financing



Take advantage of Toyota’s strong market presence by introducing or expanding high-demand finance products. Train both finance managers to emphasize the benefits of these products and increase the product-to-reserve ratio.



Customer-Focused Approach: Highlight Toyota’s reputation to build trust with customers and help finance managers pitch products based on Toyota’s strong brand equity. Leverage customer loyalty programs and long-term financing options that encourage repeat customers, increasing potential profit per copy.
	How will you address and improve any weaknesses: Improve the Performance of the Underperforming Finance Manager



Performance Improvement Plan (PIP): Implement a structured PIP with specific goals tied to increasing gross profit per copy. This plan should include regular coaching, role-playing, and performance reviews to track progress.



One-on-One Coaching: Provide personalized coaching from the high-performing finance manager or an external consultant to help the underperforming manager improve their product knowledge, closing techniques, and customer engagement.



Shadowing & Peer Learning: Have the underperforming manager shadow the stronger performer to observe how they approach each customer, upsell products, and maximize profit on each deal.



Accountability: Set clear expectations, provide regular feedback, and hold the underperforming manager accountable for incremental improvements, such as setting monthly targets for increasing PVR.



Increase Product Penetration: Shift focus toward selling more finance products, such as VSA's, prepaid maintenance, and GAP insurance, rather than relying on finance reserve. This can be achieved by:



Product Training: Provide comprehensive training on product benefits and how to effectively present them to customers.

Reinforce the idea that the value of these products enhances the customer experience and protects their investment.



Bundling Offers: Encourage the finance team to bundle multiple finance products together, creating compelling offers for customers that increase gross while providing added value.



Performance Incentives: Introduce incentives tied to product sales, such as bonus payouts for meeting product-to-reserve ratio targets. This will motivate both managers to focus more on selling high-margin finance products.



Conduct regular reviews with both managers to identify deviations from the standardized process and address them immediately. Use these reviews to celebrate wins and identify areas for improvement.
	How will you maximize or improve your opportunities: Develop individualized training plans for the underperforming finance manager, focusing on areas where they can significantly improve—such as product knowledge, objection handling, and closing techniques. This can be done through:



Workshops & Seminars: Bring in external trainers or send the manager to industry-specific finance workshops to learn new strategies and improve overall competence.



Role-Playing & Simulations: Conduct role-playing scenarios with the high-performing manager or sales trainer to simulate real-world situations, allowing the underperformer to practice and improve their approach without pressure.



Ongoing Mentorship: Set up regular one-on-one mentorship sessions between the underperforming manager and the stronger performer, focusing on the nuances that differentiate their success, such as product presentation or relationship building with customers.



Set Incremental Goals: Break down improvement into manageable, incremental goals. For example, set a target for the underperformer to increase their PVR by $100 each month, allowing gradual progress toward the department average.



Product Education and Presentation: Ensure both finance managers are fully versed in the benefits of all available F&I products. The goal is for them to confidently explain how products like extended warranties, prepaid maintenance, and GAP insurance enhance the customer’s ownership experience.



Focus on Needs-Based Selling: Teach the managers to use a consultative approach by understanding each customer's unique situation and tailoring product offerings to meet those specific needs. This will increase the likelihood of upselling finance products.



Bundle Products for Added Value: Encourage bundling finance products (VSA + maintenance + GAP insurance) into packages that offer perceived higher value at a slight discount. This strategy simplifies decision-making for customers while maximizing the gross profit per deal.



Incentivize Product Sales: Offer additional bonuses and incentives tied to high-margin product sales to motivate both managers to push these products more aggressively.
	How will you address and overcome any threats: Create a Clear Development Path: Establish a career progression plan for the underperforming manager to give them a sense of direction and motivate them to improve. If they see the potential for growth (promotions, increased earnings), they are less likely to leave.



Regular Feedback and Support: Provide consistent and constructive feedback to ensure the underperforming manager feels supported and not just pressured. Incorporate recognition of their improvements, even if incremental, to keep them engaged.



Succession Planning: Begin identifying potential internal or external candidates who could step into the finance manager role if needed. Having a bench of talent ready ensures the department won't face a gap if turnover occurs. Consider cross-training sales or service employees who show aptitude for finance and interest in the position.
	What is your expected time frame to achieve desired results Months By what date: 

Given the complexity of improving the finance department's gross PVR from $1,475 to $1,800, a realistic timeframe to achieve these results is around 6-9 months. This timeframe allows for proper implementation of training, process improvements, and performance tracking while giving enough time for incremental gains to take effect. March 2025 to June 2025 timeframe.
	What performance metric will you track to determine successful change PVR Products per CSI: We will meet weekly (every Monday morning) and monthly (end of month performance review) to monitor steady improvement in PVR. A weekly goal of $25 per week increase in PVR will be the metric we look to achieve. Achieve a healthy 75% product income to 25% finance reserve ratio. This ratio helps ensure the department is less reliant on finance reserve and more focused on higher-margin finance products. Over-reliance on finance reserve can be volatile and less profitable than product sales.
	Name_2: Michael Cicchetto
	Title: General Manager
	Name_3: Levi Gray
	Title_2: General Sales Manager
	Name_4: Jon Pavnick
	Title_3: Finance Manager
	Name_5: Molly Smith
	Title_4: Finanace Manager
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