
RM TS ASpecific Measurable Achievable Relevant Time bound

1©2020 National Automobile Dealers Association. All Rights Reserved.

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

BOTTOM LINE: Benefits of Achieving Your Goal Consequences of Not Achieving Your Goal

When will you start? 

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

ACTION PLAN 1
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Potential Challenges? Potential Solutions?

What specific actions will you take to achieve your goal? Who can help you?


	1: Our goal is to increase CSI within sales (PDS).  The 3 month blended metric index score was 83.07% for August. We need to beat the Northeast region by 2% points (~92%). Success would be achieving the goal by Decembers numbers.  
	1_2: Better customer service/customers experience. 
Better reviews / social media / Brand recognition.
Customer retention for both sales and service.
Strengthen standing with GM.

	1_3: Not meeting our organizations expectations for customer service/experience.
Loss of customers/market share.
Negative impact on reviews/social standing.
Adverse impact with GM
	When will you start: Today!!! 9/17/2020
	1_6: We will monitor our scores each Monday using GM reputation.com platform for rolling 3 month blended metric scores. More specifically we will focus on the following:
Dealership tour
First service visit
Offering accessories
Knowledge of personnel
Understanding vehicle needs


	1_8: Management training and accountability on dealership tours and products.
Set up first service with a free oil change.
Revamp accessory wall with pricing.
Ensure all GM training and modules are completed by sales consultants.

Engage sales managers and Service advisors to help ensure policy is followed.

	1_9: Laziness

Service close before sales


Not offering accessories on every vehicle


Lack of sales skills in terms of vehicle needs

	1_11: Incentivize/motivate the team

Have service manager call all missed introductions.

 Have top 5 accessory flier on every desk


Training and role playing of needs assessment. 


