NADA c.n

PARTS HOMEWORK — ACTION PLAN
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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.”

o000

Reduce our return rate for our customers that carry over a 20% GP.currently 32% return rate

among our 20+% GP customers. | would like to see this come down under 20% by the end of
2020.

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

We look at a high GP% as a good thing throughout the parts department but | don't think that
we pay enough attention to our customers return rate. This will draw attention to the fact that
a return cost the dealer and we need to be diligent in looking up the correct parts along with
informing our customers about or return policies ( SO parts and VIN specific parts are non
returnable and all returns are subject to a restocking fee ). If our parts advisors are having
these conversations up front and asking the appropriate questions to determine the correct

parts that are needed, our return rates should go down. The customers need to also have
some skin in the game.
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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?
Go over our an Invoice (our Wholesale reduced return ongoing |
Show my PSX Parts Director Better ongoing

L
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How will you track your progress? Where will you find the information? How often will you check in?

0000

Meet monthly with my wholesale manager to discuss our return rates. | have created a
reoccuring monthly report for our Wholesale customer with a return rate over 10% that | can
sort by GP.

Potential Obstacles? Potential Solutions?
Wholesale advisors scared to have that Explain the benifit of having the
conversation up frobt. conversation up front.

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

0000

This would be an overall increase in sales for these customers of $12,022.40

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.

Continue to meet with my Wholesale manager and set a goal for 15% or lower for 2021 which
will result in an additional $3,940.32 on average monthly along with an overall better service
to our customers by getting them the right parts and peace of mind that we are attempting to

nive them a hinhar leval nf canvice hv ackinn all the rinht niieactinne and cnmiinicatinn 11n frant
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	How does this goal align with or support your dealers vision: Reduce our return rate for our customers that carry over a 20% GP.currently 32% return rate among our 20+% GP customers. I would like to see this come down under 20% by the end of 2020.
	1: We look at a high GP% as a good thing throughout the parts department but I don't think that we pay enough attention to our customers return rate.  This will draw attention to the fact that a return cost the dealer and we need to be diligent in looking up the correct parts along with informing our customers about or return policies ( SO parts and VIN specific parts are non returnable and all returns are subject to a restocking fee ).  If our parts advisors are having these conversations up front and asking the appropriate questions to determine the correct parts that are needed, our return rates should go down.  The customers need to also have some skin in the game.
	SPECIFIC ACTION STEPRow1: Go over our return policies with our wholesale parts advisors   and make sure we are having those conversations up front
	NECESSARY RESOURCESRow1: an Invoice ( our policies regarding returns are on the invoice)
	WHO IS ACCOUNTABLERow1: Wholesale manager
	EXPECTED RESULTRow1: reduced return rate among our higher grossing customers
	EXPECTED COMPLETION DATERow1: ongoing
	ACTUAL COMPLETION DATERow1: 
	SPECIFIC ACTION STEPRow2: Show my wholesale manager how to sort and reprot the needed information through our reporting tool (PSX)
	NECESSARY RESOURCESRow2: PSX
	WHO IS ACCOUNTABLERow2: Parts Director
	EXPECTED RESULTRow2: Better understanding of how to use PSX along with the ability to clearly comunicate the benifits ( we are all paid on gross, returns deduct from gross)
	EXPECTED COMPLETION DATERow2: ongoing

	ACTUAL COMPLETION DATERow2: 
	SPECIFIC ACTION STEPRow3: 
	NECESSARY RESOURCESRow3: 
	WHO IS ACCOUNTABLERow3: 
	EXPECTED RESULTRow3: 
	EXPECTED COMPLETION DATERow3: 
	ACTUAL COMPLETION DATERow3: 
	SPECIFIC ACTION STEPRow4: 
	NECESSARY RESOURCESRow4: 
	WHO IS ACCOUNTABLERow4: 
	EXPECTED RESULTRow4: 
	EXPECTED COMPLETION DATERow4: 
	ACTUAL COMPLETION DATERow4: 
	SPECIFIC ACTION STEPRow5: 
	NECESSARY RESOURCESRow5: 
	WHO IS ACCOUNTABLERow5: 
	EXPECTED RESULTRow5: 
	EXPECTED COMPLETION DATERow5: 
	ACTUAL COMPLETION DATERow5: 
	SPECIFIC ACTION STEPRow6: 
	NECESSARY RESOURCESRow6: 
	WHO IS ACCOUNTABLERow6: 
	EXPECTED RESULTRow6: 
	EXPECTED COMPLETION DATERow6: 
	ACTUAL COMPLETION DATERow6: 
	SPECIFIC ACTION STEPRow7: 
	NECESSARY RESOURCESRow7: 
	WHO IS ACCOUNTABLERow7: 
	EXPECTED RESULTRow7: 
	EXPECTED COMPLETION DATERow7: 
	ACTUAL COMPLETION DATERow7: 
	SPECIFIC ACTION STEPRow8: 
	NECESSARY RESOURCESRow8: 
	WHO IS ACCOUNTABLERow8: 
	EXPECTED RESULTRow8: 
	EXPECTED COMPLETION DATERow8: 
	ACTUAL COMPLETION DATERow8: 
	SPECIFIC ACTION STEPRow9: 
	NECESSARY RESOURCESRow9: 
	WHO IS ACCOUNTABLERow9: 
	EXPECTED RESULTRow9: 
	EXPECTED COMPLETION DATERow9: 
	ACTUAL COMPLETION DATERow9: 
	SPECIFIC ACTION STEPRow10: 
	NECESSARY RESOURCESRow10: 
	WHO IS ACCOUNTABLERow10: 
	EXPECTED RESULTRow10: 
	EXPECTED COMPLETION DATERow10: 
	ACTUAL COMPLETION DATERow10: 
	SPECIFIC ACTION STEPRow11: 
	NECESSARY RESOURCESRow11: 
	WHO IS ACCOUNTABLERow11: 
	EXPECTED RESULTRow11: 
	EXPECTED COMPLETION DATERow11: 
	ACTUAL COMPLETION DATERow11: 
	SPECIFIC ACTION STEPRow12: 
	NECESSARY RESOURCESRow12: 
	WHO IS ACCOUNTABLERow12: 
	EXPECTED RESULTRow12: 
	EXPECTED COMPLETION DATERow12: 
	ACTUAL COMPLETION DATERow12: 
	SPECIFIC ACTION STEPRow13: 
	NECESSARY RESOURCESRow13: 
	WHO IS ACCOUNTABLERow13: 
	EXPECTED RESULTRow13: 
	EXPECTED COMPLETION DATERow13: 
	ACTUAL COMPLETION DATERow13: 
	SPECIFIC ACTION STEPRow14: 
	NECESSARY RESOURCESRow14: 
	WHO IS ACCOUNTABLERow14: 
	EXPECTED RESULTRow14: 
	EXPECTED COMPLETION DATERow14: 
	ACTUAL COMPLETION DATERow14: 
	SPECIFIC ACTION STEPRow15: 
	NECESSARY RESOURCESRow15: 
	WHO IS ACCOUNTABLERow15: 
	EXPECTED RESULTRow15: 
	EXPECTED COMPLETION DATERow15: 
	ACTUAL COMPLETION DATERow15: 
	SPECIFIC ACTION STEPRow16: 
	NECESSARY RESOURCESRow16: 
	WHO IS ACCOUNTABLERow16: 
	EXPECTED RESULTRow16: 
	EXPECTED COMPLETION DATERow16: 
	ACTUAL COMPLETION DATERow16: 
	A: Meet monthly with my wholesale manager to discuss our return rates.  I have created a reoccuring monthly report for our Wholesale customer with a return rate over 10% that I can sort by GP.
	A_2: Wholesale advisors scared to have that conversation up frobt.


	A_3: Explain the benifit of having the conversation up front.
	R: This would be an overall increase in sales for these customers of $12,022.40  

	S: Continue to meet with my Wholesale manager and set a goal for 15% or lower for 2021 which will result in an additional $3,940.32 on average monthly along with an overall better service to our customers by getting them the right parts and peace of mind that we are attempting to give them a higher level of service by asking all the right questions and comunicating up front about our policies.
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