Departmental Action Plan Template
Student Name: Susan Shepard
Class & Student Number: Class 335  Student 31
Academy Week (Var II):

Current situation or challenge you want to address based on the Jennifer Suzuki Outline: (must be quantifiable)
  Want to make sure every incoming sales call is answered, customer name is obtained and customer contact information is obtained and accurately input into the CRM.
Overall Objective and Specific Desired Results: 
  To address phone skills specifically the introduction of the call to provide the sales staff with the skills to obtain accurate customer name and contact information and to give sales staff skills to lead the phone call, not be led by the customer.  To input good customer information into the CRM
Describe your action plan in detail (be specific and include before and after measurements)
Will hold sales meeting to train on new expectation for incoming phone calls. Sales floor is open for incoming calls to be answered by anyone available.  In order to continue having this opportunity as a sales person the following objectives must be met.  When sales staff answer incoming phone calls, their objective is to obtain the prospective customers full name, first and last, and a minimum contact information of a cell phone number, work phone number, or email address.  Word tracks, examples of scenarios and role playing between each other will be incorporated into the training to get staff comfortable with new expectation.  Measurements will include management listening to recorded phone calls, weekly reviews with sales people individually to see what new prospects they have logged into the CRM. If staff is being found to not comply with new set objectives that sales person will lose the opportunity to take incoming calls for a period of time to be determined by manager.  If improvement is not seen they may revoke their phone call lead opportunities.  
Timeline: 
Describe specific short term and long term checkpoints to monitor progress
Short term checkpoints will be a weekly review with Sales Manager to go over each sales persons phone log in the CRM for the past week.  Emphasis on full name and at least one phone number or email will be discussed.  If manager feels more training is necessary we will address again during sales meetings.
Long term checkpoints will be to assess how incoming phone traffic leads are closing.  Tracking how each sales persons closing ratio for phone leads is and making sure it continues to raise or stay at or above dealerships standard percentage. We will also continue to spot check calls to ensure consistency of delivery of new skills, and to train any new staff.
Meeting with Stakeholders (dealership personnel)
Describe what behavior change is needed to support desired goal.  Address required coaching, training and/or consequences (PINO, Gain, Pain).  Include timelines / Accountability / Monitoring process
a. Who: Sales Manager- needs to buy in that this is the first step to creating a better incoming phone call of prospective sales customers process and will need to provide the training and be willing to monitor and track all CRM phone leads.  Will also review performance with sales people.
Sales people will need to believe that learning the new word tracks will help them to obtain better potential customer information and allow them to stay in contact with the client.
b. What: Sales Manager to provide training
c. By When: Monday Sales Meeting
d. How: Using multiple approaches including: presenting topic, explaining new objective, giving examples, role-playing with each other out loud, giving resources to help overcome objectives, and explaining how we plan to track and monitor their success and go over potential lost leads due to noncompliance. 

Dealer agreement:
If you need your sponsors support or approval to implement your plan, have it signed off before you start.  If you can proceed on your own, present this action plan to your sponsor before next class.   Describe the meeting:

[bookmark: _GoBack]We have recently been working on our Internet Lead handling process, now that that is going and being monitored and tweaked, we will be focusing on our sales staff’s phone skills.  We have been entertaining using a third party to help implement training and tracking to get a unified standard for how to handle phone traffic.  As of yet we have not moved forward with this but could start implementing our own training as with the outline provided above to break the call down into parts that we could to in house training on ourselves and then monitor the results of how these phone leads close as customers move through their buying experience.  We do want to do phone training, but we have not implemented anything yet.  



