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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?

The goal is to simply put a process into place that allows us to follow up with our parts
customers. We want to achieve the ability to track and hold accountable all of our employees
that communicate with all of our customers. We will go from 0 customers in our customer

relationship management process to hundreds in the follow up process. This will be in place
by February 1st.

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

The benefit of achieving this goal will be The consequence of not achieving this goal
better customer retention and increased

will be continuing to not follow up with our
customer satisfaction. customers and lose business without
knowing it.

When will you start? 01/15/2020

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

We will use the dealertrack DMS reports to track the entry of our customers by 02/01/2021.

©2020 National Automobile Dealers Association. All Rights Reserved.



NADA ...
o ——

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

The parts manager and parts counter will help achieve this goal. We will have the parts

manager who sits behind counter with a glass wall in front of him hold the counter people
accountable to enter all of the customers into the DMS.

Potential Challenges?

The biggest challenge will be changing the
culture of the department. Getting
employees who are accustomed to NOT
following a process for years to turn around
into ALWAYS following a process is
difficult.

Potential Solutions?
The potential solution is a strong champion

working in the department that will hold the
people accountable to the new task.
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