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ACTION PLAN 1

e Specific @ Measurable

0 Relevant 0 Time bound

What is your goal? What do you want to achieve? From what metric? To what metric? By what date?

My goal for Melbourne BMW Service is to increase our monthly Customer Pay Repair Order count by 10% by August 1, 2020.

BOTTOM LINE: Benefits of Achieving Your Goal
Our current CP labor gross per RO is $350. By increasing

our monthly RO count by 10%, we will add an additional
$55,000 in Labor Gross Profit by December 31,2020.

When will you start? 7/17/2020

Consequences of Not Achieving Your Goal

If we do not increase our RO count, we will fall short in
hitting our revised forecast for 2020, due to Covid19. The
consequence of failing to hit this goal will be a loss of
revenue which means jobs. We potentially could lose
quality technicians and advisors if they cannot make the
money they need to support their families. The cost of
recruiting and training new employees is extremely costly.

How will you gauge your progress? When? Using which metrics?

I will run daily reports in Xtime and monitor the appointment count as well as no shows. Our goal is to have zero no shows per
day, by either rescheduling or canceling the appointment if the customer does not need repairs. | will also run a daily DOC to
measure our gross profit to ensure we maintain or improve our Gross per RO.
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What specific actions will you take to achieve your goal? Who can help you?

Use BMW Teleservice as an opportunity to make outbound calls and schedule appointments.
Make outbound calls from open Recall reports.

Call no show appointments within 1 hour and reschedule the appointment.

Contact customers with upcoming appointments and offer to move to a closer date.

Increase marketing with declined service work

All Service receptionists and Customer Experience Manager will assist with these processes. Service advisors can also call
their no shows.

Potential Challenges? Potential Solutions?
Service Advisors will claim they are too busy. Service Support staff will ensure calls are made
Lack of sense of urgency Have a contest with receptionist to engage their activity
Overloading the shop Hire another technician/apprentice for maintenance
Costly mistakes from being rushed Good preparation for each day-prewrites/loaners, etc
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