SWOT Analysis

Strengths (+)

- Our customers are extremely loyal to us. Our current
service retention number is amongst the highest in our
district.

- Our service writers are fairly new to the service
business, therefore they have little bad habits/
prejudices from prior dealership employment.

- Our ownership group earned their “seed money” in the
tire/big truck servicing industry, so they understand the
importance of a strong service department and have
allowed us pay for any and all training/bonuses/pay
plans.

- We are the only dealership in our town that is owned
by a group (currently 5 stores). Therefore, we have
access to the help and expertise from our sister stores
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Weaknesses (-)

- Our service manager is incredible with our customers,
but he has not been able to train the service writers to
replicate his production.

- With younger service writers, sometimes our team
buckles under the pressure of face to face interaction.

- Our business has hovered between the need for 2
service writers and the need for 3 service writers for
several months. With our current 2 people (combined
with their lack in skills), we need another employee in a
writer role.

- Follow up in our store beyond 24 hours (and that is
being generous) is non-existent

- Underskilled writers + increased traffic = a recipe for
upset customers

- The hiring of a 3rd service writer will increase the
speed in which we connect with our customers before,
during and after their visit.

- With an increase in service work, we can pay for more
technicians, allowing for a smoother customer
experience.

- With such young and inexperienced service writers,
we can employ new to us techniques like paperless
ROs, texting customers updates, and texting pictures/
videos of customers’ cars in the service stalls.

- With an increase in hours per RO, service absorption
will grow.

- If hours per RO continue at this average, we are at
risk of losing qualified techs in a very high demand/low
supply market.

= The volatility of the new and used car market can not
guarantee the store profit in future months. Currently,
those departments pick up the slack of the service
department to pay expenses.

- Our loyal customer base will being drying up if we can
not offer them the qualified service they expect and
demand, leaving our store for our competition.

Opportunities (+) Threats (-)

Write your goal statement:

| will increase my service customer flatrate hours per RO from 0.6 (YTD) to 1.4 (BOC Toyota) by 7/31/21.
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