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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.

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.



Productivity:
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PERFORMANCE

POTENTIAL     

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)   

  

For the month of June 2018, we are above guide.

Expense Structure:

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.



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

    

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.O.’s is high but mostly due to the Lexus pre-paid and complimentary 

maintenance



QUALITATIVE SWOT ANALYSIS

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:



1. Improve communication w/in Service and Sales departments
2. Improve on loaner availability and cleanliness for guests.
3. Improve gross on customer pay R.O. labor sales (raise per R.O hrs by 0.3%)
4. Improve communication with guests
5. Improve training, cross-training, and communication with regard to training levels
6. Improve the timing of closed R.O.s
7. Track lost service and parts sales

Strategies:

1. Weekly meeting with Sales and Service Managers to review the We Owe schedule
2. Develop a 10, 2, and 4 process to keep guest informed
3. Develop a process for closing support staff with regard to “ready” available loaners
4. Create a Service menu brochure for night drops, make available to Sales Dept.
5. Communicate the Loaner process and availability with the Sales department
6. Advertise and post Service specials (on website) consistently
7. Continue review of lost sales process with Parts and Service Managers

Tactics:

1. Coach and train techs on proper documentation in MPI and R.O.s
2. Advertise work on all makes and models 
3. Have weekly meeting with Sales, Service and Parts managers
4. Have weekly meeting to review open internal R.O.s 
5. Have monthly training for Service Advisors held by Sales Manager
6. Evaluate incoming Service calls and process 

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!

 

 


