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Strengths (+) Weaknesses (-)

Increased service lane capacity Staff needs improvement

Increased uninterrupted time an advisor has with a We focus so much on the training for our sales that we
customer forget about service

Allows us to be always available Disconnected line between advisors and BDC - they

see them more as "schedulers" than they do partners
Lack of customer info is being gathered while
scheduling instead of getting the full customer service
experience we expect in sales

Right now the advisors are just seeing this as a way to
get more cars through, that isn't necessarily the goal, it
is more ROs

Another way for us to continually win over our
customers

The BDC has more time to dedicate to the scheduling |Currently it is an easy layout to copy, in order for it to be
experience an sell the benefits of being a "Richmond a competitive advantage | need it to be unique

Ford Customer" COVID slowing lane down again

Eventually prep customers for extra sales? esp? ect. Recalls jamming us up

Lack of technicians

If I don't increase the $s then all I've done is add
expense

Opportunities (+) Threats (-)

Write your goal statement:

Get unified training for advisors and BDC, remind advisors that this isn't a way for them to just push more cars
through the shop, but to take the time to get more ROs on each vehicle that needs them and take the time to
adequately explain them to the customer. This will show on page 2
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	Text Field 1: Increased service lane capacity
Increased uninterrupted time an advisor has with a customer
Allows us to be always available
 
	Text Field 2: Staff needs improvement 
We focus so much on the training for our sales that we forget about service
Disconnected line between advisors and BDC - they see them more as "schedulers" than they do partners
Lack of customer info is being gathered while scheduling instead of getting the full customer service experience we expect in sales
Right now the advisors are just seeing this as a way to get more cars through, that isn't necessarily the goal, it is more ROs
	Text Field 3: 


Another way for us to continually win over our customers
The BDC has more time to dedicate to the scheduling experience an sell the benefits of being a "Richmond Ford Customer"
Eventually prep customers for extra sales? esp? ect.

	Text Field 4: 




Currently it is an easy layout to copy, in order for it to be a competitive advantage I need it to be unique
COVID slowing lane down again
Recalls jamming us up
Lack of technicians
If I don't increase the $s then all I've done is add expense
	Text Field 5: Service BDC
	Text Field 6: Get unified training for advisors and BDC, remind advisors that this isn't a way for them to just push more cars through the shop, but to take the time to get more ROs on each vehicle that needs them and take the time to adequately explain them to the customer. This will show on page 2


