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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, 2020.”

R

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? 

RM TS ASpecific Measurable Achievable Relevant Time bound

HOMEWORK – ACTION PLAN
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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, and dates.  
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SPECIFIC ACTION/
STEP

NECESSARY 
RESOURCES?

WHO IS 
ACCOUNTABLE?

EXPECTED 
RESULT?

EXPECTED 
COMPLETION 

DATE?

ACTUAL 
COMPLETION 

DATE?
CHECK OFF



3©2020 National Automobile Dealers Association. All Rights Reserved.

Potential Obstacles? Potential Solutions?

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

R

How will you track your progress? Where will you find the information? How often will you check in? 
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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.
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HOMEWORK – ACTION PLAN

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, and dates.  
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	1: The benefits are increased sales to customers I am already speaking to, while the consequences would be not to take advantage of the full potential of the already occurring transactions and inhibit growth.

The goal is important because profitability allows us to serve our customers better by having money for additional investments.
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	A: The parts group will have weekly reports ran on average parts will call tickets to track progress. Auditing calls will be used to see if the 'upselling' from training is in fact taking place.
	A_2: Phone staff might be unwilling to change the way they've been doing their job for many years.

Change management to a more customer service friendly attitude requires buy in and incentives from everyone.
	A_3: Top executive involvement and explaining the importance of the changes to carry every team member.

Create team challenges and rewards for good performers to incentivize the cooperation from everyone.
	R: Increase in sales of 15% would be roughly $200,000 in additional will call sales.
	S: Continues follow-up and coaching will be necessary  to ensure that staff applies the new training. Meetings that make sure everyone knows what is expected of them will be crucial. 
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