FINANCIAL MANAGEMENT

FINANCIAL MANAGEMENT HOMEWORK — ACTION PLAN

e Specific @ Measurahle o Relevant 0 Time bound

What is your goal? What do you want to achieve? From what metric? To what metric? By what date?
Example: “I will decrease my 5K run time from 30 minutes to 21 minutes by June 15, 2020.”

o000

Raise average customer pay per repair order from $266 to $291 across all 10 service drives by June 1st.

How does this goal align with or support your dealer’s vision?

What are the BENEFITS of achieving your goal? What are the CONSEQUENCES if you don’t?
Why is this goal important to you?

R

Creating additional value for our customers already in the service drive by improving our communication of their
vehicle's needs allows us to better serve them and make sure they continue to enjoy their vehicle ownership
experience. That's code for we significantly increase profits by obtaining permission to complete more
recommended work, without increasing customer acquisition costs, or increasing the typical expenses of just
processing a single vehicle. While it is true that establishing a higher level of trust through the use of technology
creates a more enjoyable experience for the customer, the primary motivation was increased profits.
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e
What specific actions or steps will you take to accomplish your goal? What will you do differently or improve? e@ 6
For each, be sure to include necessary resources, who is accountable, the measurable result, and dates.

SPECIFIC ACTION/ NECESSARY WHO IS EXPECTED EXPECTED ACTUAL
STEP RESOURCES? ACCOUNTABLE? RESULT? COMPLETION COMPLETION CHECK OFF
DATE? DATE?
Establish Baseline 2019 RO Data Jason Wendling Customer Pay Per RO MAR 31 MAR 27 |:|
Develop Options Various Service Director Options for Review Periodically Reviewed MAR 19 D
Improvement
Implement Tech IT & Store Teams Cio Fully Functioning MAY 15
Complete Training Tech/TSM time Service Director Fully Trained Service JUNE 1
Promote & Support Time Jason Wendling Continued Ongoing Ongoing |:|
Improvement
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How will you track your progress? Where will you find the information? How often will you check in?

Progress will be tracked via Power Bl, a data consolidation tool that can isolate customer pay repair orders and
complete post processing on their content. The data will be checked often, but reviewed in the monthly store
meetings.

Potential Obstacles? Potential Solutions?
Tech and service advisor buy-in. Show data illustrating the benefit and continue
to re-enforce following procedures that have
Correct devices and wifi performance to been updated to include the new approach.
efficiently complete tasks and not slow down
customer communication. Monitor usage and seek out device/wifi

performance issues, making the needed
investments to correct.

BOTTOM LINE! What is the financial impact (expressed in dollars) of achieving your goal?

0000

1,700,000 in additional revenue per year at Dick Hannah Dealerships.

CONGRATULATIONS! You’ve accomplished your goal! You added or adjusted policies, procedures, and
behaviors. Now what? How will you ensure you and your staff do not fall back into the previous habits
that produced poor results? Be specific.

Review customer pay per repair order monthly in store meetings via the service performance dashboard.
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