
Departmental Action Plan 
Template
Student Name:  Brad Belaire
Class & Student Number: NADA349 / Student 11

Academy Week (Var II):

Current situation or challenge you want to address: (must be 
quantifiable)
Current Issue: Ability and preparedness handling inbound sales calls.

Overall Objective and Specific Desired Results: 
The overall objective has 4 parts:

1. Create a “Bob Rohrman Subaru” inbound phone playbook for the 
sales department.

2. Deliver structured training meeting to the sales department and 
sales BDC including current industry statistics. 

3. Apply playbook immediately with sales BDC.
4. Select and create a specific team of phone specialists with a 

dedicated schedule within the sales department.

Describe your action plan in detail (be specific and include 
before and after Measurements)
Step 1: Use material from VO2 Class and Notes To Create the Playbook

Step 2: Create Kahoot and meeting material for roll out

Step 3: Hold training and roll out meetings

Step 4: Apply immediately with current sales BDC team of 3

Step 5: Work with leadership to create a team of 3 additional phone 
specialists with dedicated phone up station.

Expectations are to exceed 50 sales per month from phone only leads by
January 2020. We are currently averaging 20 sales per month on phone 



only leads. We can measure based on averages that adding those 30 
sales per month on the phones will create an additional $100,000 in 
dealership gross profit without adding any additional expense beyond 
commissions. 

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



Play book Created 10-14/15:





Meeting Structure Created 10-15/16:

Meetings Held on Material 10-17/18:
Expectations set during and after those meetings with sales BDC that the playbook be 
put into use. 



Sales Phone Up Station 11-11/15
Sales team of 3 that will be handling calls to be announced 11/11 now that a station has 
been created. Schedule will be created over the course of the week and expectations of 
call entry into CRM will be set. We expect a full name, email, cell phone entry.

Data and Reports:
We have separated phone sale information and are tracking phone, internet, walk in, and
referral traffic. We were able to attribute 29 sales to phone only leads in the month of 
October with just the implementation of the playbook with our sales BDC.

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: Myself, Sales BDC Manager, GSM
b. What: To make all of this work we made some major changes to

where several departments work stations were located. We 
moved our sales BDC up front into the showroom a central 
reception desk. We are setting up the phone up station at the 
sales desk. We also had to create space for a service BDC of 5 
at the same time so aligning work stations in the closest 
proximity to each department made sense. 

c. By When: As dated prior, most of the early stages of this roll 
out are complete. I will closely monitor and continue to run 
playbook training sessions with the 6 people handling sales 
calls. I will monitor the data and reporting with my GSM and 
BDC manager to track our growth on the phones during 
November and December so that we can be certain we are on 
track for 50 sales in January 2020. 

d. How: I feel strongly that the greatest positive impact I can have 
with my team relative to culture and profit is to be the one that 
builds out training material and leads the charge in running 
meetings and coaching sessions on the material. The thought 
process is one we have taken relative to similar strategies we 
are implementing on the phones for follow up in our service 



BDC. I believe it is my responsibility to provide the best quality 
employees possible to my leaders so that they can focus on 
directly profitable activities.

   

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: I was able to implement this on my own but I did review 
the material with my sponsor. It was a solid meeting and our director of 
operations was able to endorse the material.
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