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Advertising:

We actively advertise on our website. We utilize “Lexus Engage” which sends out mailers,
e-blasts, maintenance and recall reminders monthly.

We also utilize Facebook to advertise.
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SERVICE OFFERS

LEXUS EXCLUSIVE TIRE EVENT

BUY 4 TIRES, SAVE $100

$100

Expiraz

“See Consultent today

Offer Disclosure

LEXUS EXCLUSIVE TIRE EVENT
BUY 4 TIRES, SAVE $100°

September 26 - October 31,2018

*See your Service Consultant Today

Marketing:

Luckily, we are a single point Lexus dealer in a growing market. At times we compete with the
Denver Lexus dealers but not often.

Facility Utilization: June 2018

Of the 13 bays, one is an alignment rack and we have a tech in every bay.

FACILITY POTENTIAL

Number of Bays

X
Number of Days

Number of Hours

Effective Labor Rate

equals

FACILITY POTENTIAL

FACILITY UTILIZATION

Total Labor Sales 5 255,774

Facility Potential 5 483,912

equals

FACILITY UTILIZATION 52.86%




Productivity:

LEXUS OF CS ACTUAL SERVICE ANALYSIS JUNE 2018

PERFORMANCE

Labor Sales / Month Hourly [ abor Rare Hours Billed
Customer Car® - 120,275
Customer Truck* -

Customer Other®

Warranty 5 27,148

Internal 5 46,643

Mew Vehicle Prep | § 61,708

Total |5 255 774

POTENTIAL

| 5 255,774 | - 1818.69 = 5 140.64

Total labor =ales for month Total hours billed Effective Labor Rate

| woo] x [ o] «x = [[18%00
# Service mechanical technicians  # Hours/Day Working Dayss/Month Clock Hour Aval
| 1,890.0 | x $ 14064| = |$ 265803

Clock Hours Awvailable Effective Labor Rate Labor =ales potential
PROFICIENCY

How proficient are your technicians ?

[ ims7] - -

Hours Produced Hours Available Tech Proficiency

We are in top 5 in Tech Proficiency of our 22 stores. Our shop operates in a conventional
production method. One Master Tech dispatches the work to the entire shop.

Cost of Labor:




Service Department Sales and Gross (Labor Only)

YeSales

Category Sales  Contribution
Customer Car 120,275 A47.02%
Customer Truck 0% 0.00%
Customer Other 0% 0%
Warranty 5 27,148 || & 21,318 78.53% 10.61%
Warranty Other 0% 0.00%
Internal 5 46,643 32,830 70.39% 18.24%
NV1/ Road Ready | $ 61,708 47,986 | 77.76%| 24.13%

Ad. Cost Of Labo (1,624) 0%|  0.00%
Total| $ 255,774

196,268 76.97%| 100.00%
For the month of June 2018, we are above guide.

L | L0 [ |0

Expense Structure:

Expense Category Dallar Amount
Department Gross ELELEN o of Gross  Profile
Variable Expense
Selling Expense S 43,113 21.90%
Personnel Expense 0.00%
Semi-Fixed Expense| & 51,400 26.11%
Fixed Expense S 57,327 79.12%
Unallocated Expense 0.00%
Dealer's Salary 0.00%
Total Expenses S 151,840 || 77.13%
MNet Profit 5 45,028 22.87%

Currently we are 23%, for a total of $45,028 net profit for the month of June.

Pay Plans:

Pay plans are based on performance and CSI.

Detail Performance Programs:

Advisor, Technician, Parts Consultants performance is tracked daily and shared weekly by
the Service Manager in weekly huddle meetings.

Daily advisor meetings are held on a case by case basis, based on performance.

Level of current training:




Lexus required certification is monitored and managed through Lexus website.

Oisaus

COMMITMENT . PERFECTION

CERTIFICATION FROGRAM
Dealer Certification Status Report

All Jobs
As Of Date: 1070872018 9:51AM

Current
Certification | Expire
AreaiDistrictiDealer Affected Date  |Requirements to Maintain Certification Requirements to Advance
31 Wectern
Dictriot &
#08DE LEXUS OF COLORADD SPRINGE
3712 ALEXANDER, JEFFREY Cenified 117302015 | Requirements Gomplese & Wonths of Leus Tenure
3 Core Courses
1 Elactive or AddiSonal Core Course
Compiete S£20. 430, E4TD, E475, EVE2, EVE3, LOTS, LDS3, LETH8, LECOITA, LEND1TA, LECTIA, LEGI37, LECISS
Campiets LTCDD, LTO20
S1ET ALVORD, TREECR. Canfed 04302013 | Requirements Complese
6751 ARCHULETA %, GLEERT Cenified 05302013 | Requirements Gomplese
5481 BATES, CRAIG Mizster Compiets LTE0 N
TBSZ BLACEMAN, MARCIE Mok Cestited A Campice 5 Foundations Onine Tesk
5232 BOOZER, JOHN Carifed 12012 | Requirements Complste 1 Blective or AddSonal Core Course
Campiel £475, ET52, E753, LENDTTA
4520 DALGHERTY, MATTHEN Cenified 05312012 | Requirements Gompless Compiete LE23
2 Core Courses
1 Elactive or AddiSonal Core Course
Campiels FLE1 1A, HLE10A, HLE12A, HLEI2S, HLEADA, LOTS, LOTS, LOG4, LOS4, LOST, L1424, LS80, LE238, LECO1SA, LECHTA, LEC300A, LECIO0E, LEC303A, LENDTTA, LENDHBA, LSCATA, FLSIHA
2 Reguind ASE
Comgiets LEND1SA, LEND 163, LTO20, LTO30
5559 DAWTE, MARK Bick Cavtited A Compiets D810
5308 DELGADC FEREZ, SVING ot Cartited T Campiet £ Foundations Onine Test
Current
Certification | Expire
AreaiDistrictiDealer Affected Date  |Requirements to Maintain Certification Requirements to Advance
5430 ESTES, NIGHOLAS Mok Cestited A Campice 5 Foundations Onine Tesks
5055 FORD, BRYSON Bick Cartited i Campiets 4 Foundaions Oniine Tesk:
Compiete LIOS
1653 FOUNTANE, LAUREN Biok Ceviited A Campice § Foundations Onine Tesk
252 F0NE AN Camfied 2012 | Requiremenss Complese 2 Core Courzer
Campiets S430, E507, ES50, E470, LS8, LAC1ES
SE55 GARCIA, AUSTEN Cemted 03302013 | Regquremenss Compiese S Wonths of Lewus Tenure
3 Care Courses
Compiets E£70. LEZ1E
3452 GARDUNIO, KENMETH Cerified 02282013 | Requirements Complebe #0 Monihs of Lexrus Tenure
3 Core Courses
1 Elective or AddiSonal Core Course
Compiets B430, 470, E507, E650, ESTL, LE218, LG1SS
Compiets LTOOO, LTO30
D457 GROCCIA DON Riaster 12312013 | Requirements Complebe WA
D833 HARTLIES, 5COTT Cerified 05312013 | Requirements Gomplese 13 Monihs of Lexus Tenure
3 Core Courses
Compste E£70. ESD7, LE21E, LSCASE
5553 HEILMAN, ETACEY Cemted 02312013 | Regquremenss Compiese 3 Core Courses
1 Elective or AddiSonal Core Course
Compiete LEND1TA
Compiete LTC30
2513 KAMINGHI, BRLL namszer 10312013 | Requirements Complese [0
SBE3 KARRE, PAUL Masier 02282013 | Requirements Gomplese WA
5252 KING, TYLER namszer 02282013 | Compiete LEC1DOC, LENDISE [0

2 Requind ASE




Special Tools:

We have a tool room and cabinets with labeled drawers for smaller “special tools”. Minor
cleanup in the large “special tool” room is needed.




Repair Order Analysis

Repair Order Analysis Summary Report
Competitive $ 1,319 95.58|FRH Average
Maintenance $ 12610 108.52|FRH Average
Repair $ 19,681 143.97|FRH Average
Totals § 33610 126.02|Customer ELR
Target Labor Rate| 112.00|Per FRH
[Total Ro's in Sample 100 Difference 14.02|Per FRH
Cost of Labor
Total Cost of Labor 572717 Total Sales 17.04% |Percent Cost of Sales
Total Cost of Labor 572717 Total FRH' 21.47 |Cost per FRH
Repair Order Measurements
Total Labor Sales 33,610.38 Total RO's 336.10(Avg Labor per RO
Total FRH's 266.70 Total RO's 2 67|Avg FRH's per RO
Menu Sales Total RO's Percent Menu Sales
Competitive FRH's 13.80 Total FRH' 5.17%|Percent Competitive
Maintenance FRH's 116.20 Total FRH' 43 57%|Percent Maintenance
Repair FRH' 136.70 Total FRH' 51.26%|Percent Repair
Cne item RO's 45 Total RO's 45.00%|Percent One Item RO
Model Year Analysis
2019 2018 2017 20186 2015 2014 Older
0 4 8 15 14 5 54
0.00% 4.00% L

Labor Mix

oPercent Competiive  mPercent Maintenance  oPercent Repair

Our door rate is $159.99 and our repair labor rate is currently at $143.97.

Discounting is factored into advisor’s pay plan

Lexus pre-paid maintenance rate is 110.00 per hour

Our one-line R.0.’s is high but mostly due to the Lexus pre-paid and complimentary
maintenance



QUALITATIVE SWOT ANALYSIS

Strength Weakness Opportunity Threat
STRENGTHS:

Experienced/Knowledgeable Staff

Service loaners for guests

Good Service Coordinator

Ability to adapt to change

Reliable staff

New Service Manager - Morale and Customer Service is up!

WEAKNESSES:

Short staffed

Sharing responsibility

Empathy with guests

Time management (punctuality with closing RO’s)
Loaners not clean and ready when guests arrive
Valets not all on the same page

Poor Communication

OPPORTUNITIES:

Valet Service level

Take a different approach with guests

Lexus Training

Cross Training

Peak Performer Awards

Keeping guests informed

Poor planning regarding appointments... WE OWE Process
Growth/Leadership

Colorado Springs is a growing market

THREATS:

Service capacity/Building capacity
Only one wash bay

No parking

Pride and arrogance

Unable to complete certifications

Objectives:



Improve communication w/in Service and Sales departments

Improve on loaner availability and cleanliness for guests.

Improve gross on customer pay R.O. labor sales (raise per R.O hrs by 0.3%)
Improve communication with guests

Improve training, cross-training, and communication with regard to training levels
Improve the timing of closed R.O.s

Track lost service and parts sales

NoukswnhE

Strategies:

Weekly meeting with Sales and Service Managers to review the We Owe schedule
Develop a 10, 2, and 4 process to keep guest informed

Develop a process for closing support staff with regard to “ready” available loaners
Create a Service menu brochure for night drops, make available to Sales Dept.
Communicate the Loaner process and availability with the Sales department
Advertise and post Service specials (on website) consistently

Continue review of lost sales process with Parts and Service Managers

NoubkwNE

Tactics:

Coach and train techs on proper documentation in MPI and R.O.s
Advertise work on all makes and models

Have weekly meeting with Sales, Service and Parts managers
Have weekly meeting to review open internal R.O.s

Have monthly training for Service Advisors held by Sales Manager
Evaluate incoming Service calls and process

oukwNneE

ACTION PLAN

TASK BY WHOM COMPLETION
DATE

Create a Service Menu for night drop Service Manager Nov 1, 2018



Partner with Corporate Marketing Service Manager Nov 1, 2018
Department to create and develop a

schedule for Service specials

On Website, Social Media and eblasts

Monthly evaluation meeting with each Service Manager Nov 1, 2018
Tech to review documentation on R.O.s

and MPI

Weekly meeting to review open Internal Internal Service Advisor, Nov 1,2018
R.O.s Service Manager, General

Sales Manager

Monthly Sales Training for Service Advisors Sales Managers

Monthly
Random phone calls to Service Advisors and Service Manager, Service Weekly
Parts associates Assistant

Weekly meeting with Service, Sales, Parts Service Manager, Parts Manager,

Weekly
General Sales Manager

SYNOPSIS

It is obvious that the culture at Lexus of Colorado Springs is consistent within all
departments. We all believe and take pride in providing the “best” guest experience.

In order to do that at the highest level we will need to have immediate and consistent
communication within our departments and throughout. We will begin to conduct sales
training led by Sales Managers for Service Advisors which will help to increase guest



confidence and buy-in. This will also help to bridge the communication within the two
departments.

The Service Manager will continue to review the notes inserted by the techs in MPI and on
R.O.s to allow the Service Advisor to better communicate to the guest.

Consistent meetings between Service, Parts, and Sales will help to decrease the amount of
lost sales, and decrease the amount of open R.O.s.

We will also conduct mystery phone shops to our Parts and Service departments to ensure
our guests are receiving the best service possible. The findings will be shared with each
department by the Service Manager.

We will partner with our Marketing Department to have a consistent message regarding
Service specials on our website. They will support us in the creation of a Service Menu
which will be utilized in our night drop box and shared with the Sales department.

It is evident that we have outgrown the dealership in all departments and are excited to be
moving to a new building in the next 2-3 years. We will need to have good processes and
communication in place. We have a team that cares.

We can, We will!



