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Current situation or challenge you want to address: (must be 
quantifiable)  

We need to address our current incoming 
phone-call/internet lead script.  The current script uses dated
word tracks from many years ago, similar to other 
dealerships.  The script needs to be modernized to the 
current customer expectation.  With our current cliental we 
need to get rid of the roadblocks and give them the 
information they want on the initial phone call and e-mail.  
By doing this, we will set ourselves apart from the other 
dealerships which will continue to use dated techniques 
trying to get people in the door.  Once these changes are 
established, we will be able to measure our success by 
seeing an increased appointment set ratio.



Overall Objective and Specific Desired Results:  

The overall objective to rewriting our incoming script is 
to increase the appointment set rate.  Historically we have a 
closing rate of 45-50% with appointments that show.  By 
increasing the appointment shows to 45% of incoming leads, 
the sales will naturally increase. 

Describe your action plan in detail (be specific and include 
before and after Measurements)
I have attached the before and after script.  Currently we 
have a two-year average of 31% appointment show rate.  
The range is as low as 19% and as high as 48%.  Those 
numbers reflect the use of a dated script.  I think a 
reasonable expectation of a new script would be 45%.  The 
leads that we have received during that time period was 
10,995.  If the traffic were to stay the same, we would 
increase the number of shows by 1512 over the same time 
period.  That translates to; 63 more people a month and 28 
more sales per month.





Timeline: 
Describe specific short term and long-term checkpoints to monitor progress

The short-term goal was to re-write the script.  The new 
script is complete and attached with this document. The goal
of implemented the new script is August 1st.  We are giving 
our BDC department 90 days to train and role-play the new 
script.  After that date, we will hold them accountable for an 
increase in the show rate on appointments.  The BDC 
manager will continue to review and roleplay with staff.  
They will also report back to sales managrs regarding the 
progress of the BD agents within the first ninety days.     





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: Toulong Yang (BDC Manager)
b. What:  Increase the appointment set/show rate.
c. By When: August 1st 2019
d. How:  Roleplaying and Live T.O.’s

   

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:

NOTHING NEEDED
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