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e Specific m Measurable 0 Relevant ﬂ Time-bound

What is your current situation and challenge you will address?

BDC lead handling, as well as incoming and outgoing calls

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.”

Increase appointment show rate from 19% to 30% by 9/15/2020

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

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

Dealers vision is to sell more cars. By completing this goal, we will increase sales by 11 units
per month. It is important to me because our sales process is working VERY well, because

we have kept up with changing times. We have not kept up with times concerning stated
goal.
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What specific actions or steps will you take to accomplish your goal? What will you do differently or
improve? For each, be sure to include necessary resources, who is accountable, the measurable result,

VARIABLE OPERATIONS 2

START, END, &

here mid July)

SPECIFIC ACTION/ NECESSARY ACCOUNTABLE
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHECKPOINT
DATES
Hire Jennifer same Front end will accomplish ~ {08/01/2020
Suzuki (arriving management goal 09/15/2020
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How will you track your progress? What specific metric(s) will you track? At what intervals will you
check on the progress?

We already have a basis for our appointment show rate. We track it monthly. We just need to
implement Jennifer's training, and inspect what we expect to achieve our goals

Potential Obstacles? Potential Solutions?

sticking to old habits spot check all the call recordings

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

24200 addition to front end gross, plus extra trade ins (7 per month) which will increase sales
by itself. Extra service and parts business.
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Once you’ve accomplished your goal, 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.

If the staff were to fall back in to old habits, our track able results will change. If our

appointment show rate declines, we will notice by employee their rates, and will be able to
listen to their recorded calls.

Describe any planning or implementation meetings conducted as part of development of your plan.

Will have to see what Jennifer Suzuki's plans are. We made the decision to hire her for her
expertise, and | am not able to make this plan until we consult with her
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