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##Dealership



##Student Name



##Academy Week###Current Situation###Overall Objective:###Proposed 
Timeline###Action Plan



##Requirements###1.###2.###3.###4.###5.###Projected Date of Completion:###Sponsor 
Signature: 3##Evaluation of Results:  Include measured results.  ###(± 
Metrics)d##PLEASE BE ADVISED THIS ASSIGNMENT BY IT'S SELF IS WORTH 100 POINTS.TAKE 
YOUR TIME AND GET IT CORRECT###         Class & Student Number###Departmental 
Action Plan###MHC Kenworth Cedar Rapids



##Corey McAfee



##MHC KW Cedar



##Parts Week 2###042/#14¥##Our counter staff performance on the phones is not 
scceptable. Through many mystery shop calls we have determined several key areas 
needing improvement and training.u##To ensure all customers that call in are 
greeted in a professional manner, phone call is answered under 3 rings with no hold
times over 2 minutes. On the call we need to be providing various solutions, OEM 
vs. Aftermarket, as well as creative delivery and payment options. We want to ask 
for the sale everytime as well as follow up to see what other needs we they may 
have.È##Weekly training Jan-Feb with mystery shops. In March we will do a set of 
three mystery calls to each employee and grade them to see if they have met the 
standard or if ongoing training we be assigned.###1) Establish the standard for a 
quality call, provide templates and guidelines, begin role play training with 
manager and performing truck salesmen, conduct mystery shops weekly and listen to 
as a group in our weekly parts staff meetings. Hold team accountable to contiuous 
improvement.á##Meeting with Dealer:  

Action Proposed: Set new standard for quality phone sales call process, introduce 
training plan, train and mystery shop, guage performance increase, continue to 
train until desired results are attained·##Describe checkpoints that have been 
established to measure progress:
Daily  /  Weekly  /  Bi-weekly  /  Monthly  /  

Date(s) for review: Weekly from Jan-Feb, then final test in Marchß##Estimated cost 
for implementation:  Our only real cost is going ot be the time spent with 
employees, we have some great templates and processes from other branches in our 
dealer group that have been successful to impliment 
##03/15/2020:##Meeting with stakeholder(s) (dealership personnel):  Accountability 
will be on our Parts Manager with my oversight.

Describe what is in place to support desired goal:
We will have training materials, recorded calls for review, and the help of 2 
experienced peers in the sales delartment that excel on the phones. 
³##Accountability: Monitoring progress:
Who: Craig Parts Manager
What: Recored call performance review
By When: weekly training until we do our 3 call test in March
How: Mystery shop###GÓ##Impact Areas:  Areas to measure are call hold times and 
ringback occurrances. We should see an increase in line items per counter ticket if
we are asking for additional sales. We are logging every inbound sales opportunity 
to determine a closing ratio to bench mark moving forward. Once we have this 
baseline we can start to monitor sales growth by average sale per counter ticket.  
On the CSI side we will continue to monitor our google/yelp ratings for feedback.
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