
Departmental Action Plan    

Student Name:      Jason Beidelman                   

Class & Student Number:  012-03

Academy Week: Variable Ops 1 & 2 (Week 4)

Current situation or challenge you want to address: 

After going through the internet lead mystery shop exercise in our NADA Variable Ops class, 
I noticed that many of our BMW stores, including BMW of Warwick, are not 
utilizing/implementing Covideo or any other form of customer video introduction process with 
the client advisor.  I watched the excellent example from Omar’s team at Atlanta Toyota and 
realized that we should be doing the same thing in the premium segment at the BMW 
dealers.  We are currently below the Lead Conversion KPI benchmark with our prime leads 
at Warwick (14.6% vs. 17.3%) and I would like to increase our results through multiple 
process changes to help both sales and lead volume.  

Overall Objective and Specific Desired Results: 

 Increase Lead Conversion to 18+% by July 3, 2018
 Increase Monthly Average KPI New Lead Volume by 20% (150/month) by July 3, 

2018
 Implement Covideo into the lead management process with the client advisors by 

November 30, 2017

Describe your action plan in detail (be specific and include before and after 
measurements)

 Launch New Covideo process for Internet Leads (11/30/17)
o Every specific model lead gets a Covideo response sent 

 Daily Sales Meetings - “Yesterday, Today, Tomorrow” (Monthly as of 10/1/17)
o Detailed Review with the Sales Manager of every unconverted lead from the

last 60 days with the status and current activity notes
 Lead Appointment Target Accountability – BDC (10/31/17)

o BDC Manager tracking lead appointments with 70% show baseline target 

vs. current 55% result



 Lost Sales Review from Rolling 6 Month KPI Report (10/31/17)
o Review all R6M unconverted leads, including those that purchased at a 

different BMW center from the OEM BSC report.  Check notes to ensure we
did everything possible to secure their business.

 Spiff BDC reps per both Appointment Show & Sale (10/31/17)
o Currently no incentive for sale, only show ($25).  Will move to $15 show and

$25 resulting sale spiff ($40 total) to tie the BDC into the sales process.
 Drive more PPC Activity by increasing Tier 3 strategic spend and analyze SEO 

results/ranking (10/31/17)

Timeline & Meeting with Stakeholders (dealership personnel)

: Describe specific short term and long-term checkpoints to monitor progress

• Jason Choquette, General Sales Manager, held to target of 18+% on KPI 
conversions for Rolling 6 Month period (monthly checkpoint at 11/30/17)

• Ronny Girouard, General Manager focused on BSC performance improvement 
and Center of Excellence ranking (monthly checkpoint with year-end results by 
12/31/17 – Must qualify for CoE)

• Both must ensure monthly PPC spend delivering ROI metrics (monthly 
checkpoint with R6M results by 5/1/2018)

• Christie Lemay, BDC Manager, to drive BDC rep appointments though 
monitoring calls, notes and shows (70%) - (Monitored Daily by 12/31/17)

• Brian Carreiro, New Car Sales Manager, to drive individual Client Advisor 
conversion rates through TO process, along with reviewing Dealer Socket/AMM
activity calls & notes (Daily/Weekly by 12/31/17)

Meeting with Stakeholders (dealership personnel) – (SEE ABOVE)

Describe what behavior change is needed to support desired goal.  Address required 
coaching, training and/or consequences.  Include timelines / Accountability / 
Monitoring process

a. Who: Ronny Girouard, General Manager, Jason Choquette, General 
Sales Manager, Christie Lemay, BDC Manager, Brian Carreiro, New Car 



Sales Manager, Individual Client Advisors, Individual BDC 
Representatives

b. What:  BSC Conversion Target of 18+% & Lead Volume increase of 20%

c. By When:  12/31/17 & 7/3/2018 (Rolling 6 Month Targets) with other 
independent date milestones highlighted in above section

d. How:  See Above with Measures Taken and Checkpoints

   

   Dealer agreement:

If you need your sponsors support or approval to implement your plan, have it signed off 
before you start.  If you can proceed on your own, present this action plan to your sponsor 
before next class.   Describe the meeting:

N/A





Example of Covideo format implemented at another BMW store last month 
after our NADA class:


