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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.”

Update landroversouthshore.com/parts website page allowing customers to request parts
with no more than 4 submission boxes by February 25th

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?

It supports our dealers vision by making it easy to do business with us, and having a straight
forward website that allows customers to ask questions, request parts in a quick and easy
format (similar to Amazon, Ebay or other successful online retailers). Currently our website
has over 10 "required" boxes that a customer has to fill out in order to inquire on a part or ask
a question directly to our parts department. This goal is important to us, because we are not
making it easy for customers to contact us about buying parts, or technical questions they
may have. Customers are frustrated at how many boxes/info they have to input in order to get
a response. Also our current website says "we may get back to you within 24-48 hours". This
needs to be secondary goal that we should respond to any inquiries within 2 hours which will
provide a much better customer experience and will allow us to sell more parts. We currently
sell ZERO parts through our website submission boxes.

The 4 submission boxes that customers will need to fill out to get info will be:

Customer Name:

Email or Phone:

Make of Car:

Info Requested (include any parts or specific questions you would like our qualified team to
answer for you):

We will remove the VIN request as most customers do not have this handy.
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What specific actions or steps will you take to accomplish your goal? What will you do differently or improve?

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?
Review website | Meeting Set up Jack P, GM Put goal/ideas Jan 15th |
with Parts Mar | with Jack P and toaether for what
Finalze most |2nd meeting with Jack P, GM Final website Jan 20th
imoortant info on | Jack P and Scott aoals/lavout
Update page with| Contact Digital Nick Popoli, Quicker time Feb 15th
new format in RX (our Digital owner/ceo snent on website
Test new website Digital RX Nick P tested and proven Feb 20th
with submission | website desian new website
Go Live Digital RX Jack P we are live with Feb 25th

new undated

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

We will have timelines of meetings and completion planning dates for the new website to
launch. Once the website has been updated, we will review and test the submission and
inquiries to make sure everything is working as it is. Also, using Digital RX (our digital
marketing compny) we will perform secret shops on the website to make sure the website is
working how it should and to see how the leads/inquires are being handled.

Potential Obstacles? Potential Solutions?
No one may know this website is We may need to market how "easy"it is
updated apart from us. to buy or ask parts questions by

marketing on FB, linking our website
underneth our email signatures. This will
also cost money from our website
providers and website company. We will
need to make sure it is a priority and
give them the exact information that we
want displayed.

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

We do not know the exact amount that we will see, but we expect it to be more than $0.
Currently we do not sell any parts from any customers who inquire online. Mainly because we
make it incredibly different to fill out any submission forms for customers to ask any

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.

We will secret shop our own website every month to make sure the website is working, and
that our internal follow up procedure is to our standard
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