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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?

To increase our General Motors reputation score of 507 to 650 by December, 31 2021.
(Industry average is 637)

BOTTOM LINE: Benefits of Achieving Your Goal Consequences of Not Achieving Your Goal
More positive reviews on google potentially Negative reviews can hurt potential future
will drive more sales. sales.

Keep General Motors happy (Partner). General Motors could become unsatisfied.
Good customer reviews promote a positive Poor Reputation.

overall reputation. Poor customer service habits could
Higher quality service to customers. snowball, equaling unsatisfied customers

and lower sales.

When will you start? Start Friday August 20th, 2021

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

I will gauge the progress through an app in GM Global called reputation.com. The overall
score auto calculated and is a combination of online reviews from google, cars.com,
carwise.com, and other online surveys.
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What specific actions will you take to achieve your goal? Who can help you?

Training - Will do customer service training each week for sales and service.

Sales Process - | will work into the sales process an explanation of how important reviews and
surveys are to increase the number of reviews.

Will potentially do an email campaign to our best customers asking to complete a review.

Will respond to negative reviews.

New and Used car managers, and service manager will be able to help me. Our CRM rep
may also have ideas on how to approach doing an email campaign.

Potential Challenges? Potential Solutions?
Not getting buy-in from sales reps and Collect data/poor reviews and show them
service advisors. we are under performing.
Changing poor customer service practices. Relentless daily/weekly training.
Changes not "sticking" Make it fun, make it a game. ex. The

person with the most 5 star reviews in 30
days wins a prize.
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