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1/20/22

Date

Q Relevant

0 Time-bound

Current Situation
or Challenge to be
Addressed:

shortage.

Our showroom is currently facing poor CSI scores due to the chip

Current Performance
Level (include specific
measure):

We usually are above 90% success rate on our CSI's, but recently we
have dropped below that 90% threshold and are in the mid-80s

Goal (what do you
want to achieve?)

Train our employees to handle different situations through these
uncertain times with their customers, which will create trust.

Goal Performance
Level (include specific
measure)

90% + CSI scores

2/1/22 3/31/22
Goal Start Date: Goal End Date:
2/15/22 contact all customers
First Check-in Date: Performance Objective: |Who purchased in
pipeline to update
3/1/22 contact regional dealer
Second Check-in Date: Performance Objective: |rep from Acura to track
vehicles
3/15/22 follow up with swap
Third Check-in Date: Performance Objective: |manager on finding
swaps/e swaps
3/29/22 follow up with

Fourth Check-in Date:

Performance Objective:

customer to update or
switch cars
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How does your goal
align with the dealers’
vision?

We're family-owned and believe you're not just a number or a dollar
sign. You're a part of the Island Acura family, and we should respect
each customer in that way

What are the potential
benefits of achieving
your goal?

Increase CSI scores and build relationships and trusts that could help
us create business for Parts and Service while also increasing our
chance at future car purchases and referrals

What are the potential
consequences if you
don’t achieve your
goal?

Loss of business and our CSI scores continue to drop

Why is the goal
important to you?

Our customers are our most significant source of advertisement. They
can bring you additional business or push others away

Potential Obstacles

Employee enthusiasm. Discouraged customers due to the economic
climate

Potential Solutions

Constant reminders in meetings about how important each customer
is to the dealership and the employee's paycheck every week. As for
customers, promote trade equity to help lower payments

BOTTOM LINE!
Financial Impact of
Achieving Your Goal
(expressed in dollars)

The happier our customers, the more business will be created, which
will only help our bottom line gross profit. And will prevent them from
canceling deals. Dollars wise, we should see an additional
$50,000-$100,000 per month in gross profit to new car sales bottom
line
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What specific actions or steps will you take to accomplish your goal? What will you do differently or
improve? For each, be sure to include necessary resources, who is accountable, the measurable result,

VARIABLE OPERATIONS 2

and dates.
START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE ’ '
STEP RESOURCE(S) PERSONI(S) EXPECTED RESULT CHECKPOINT
DATES
sales meeting to |sales log, Sales Manager, |follow ups with start: 2/1/22
review our on-order detail Sales People customer to checkpoint:
oustanding deals |report update their car |3/1/22
in pipeline situation end:3/31/22

contact regional
dealer rep from
Acura

on-order detail
report

General Manager

dealer rep to look
into availability of
cars realistically
or help e-swap

start: 3/1/22
checkpoint:
3/15/22

end: 3/31/22

go over potential

vehicle locator

Swap Manager

find some of our

start: 2/1/22

our findings

need sheet

isn't en route

swaps/e swaps |report/swap need pipeline cars to  |checkpoint:
with my swap sheet get to deliverto  |3/15/22
manager customers end: 3/31/22
follow up with sales log. Sales People find an start:3/15/22
customers to on-order detall alternative checkpoint:
update them with |report, swap solution if car still |3/29/22

end: 3/31/22

As you work toward your goal, it’s important to have interim check points with specific, measurable
objectives so your team can hold themselves accountable. If everyone knows the goal and objectives,
you don’t have to spend your valuable time micromanaging.
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Once you’ve accomplished your goal, added or adjusted policies, procedures, and behaviors, now

what? How will you ensure you and your staff do not fall back into the previous habits that produced
poor results? Be specific.

To prevent my staff from falling back into the CSI abyss, | will have to keep following these
protocols to make them become the standard for the foreseeable future. We can't afford to
become our biggest enemy; enough outside forces affect the customer's ability to drive a
new car home. With such low inventory we must keep grosses per unit up.

Describe any planning or implementation meetings conducted as part of development of your plan.

Manager meetings should already be happening every week. CSI scores are just another
issue we must monitor. Each department manager must make sure their staff follows what
we went over in our meeting. Also, it is not a bad idea to keep a good working relationship
with our regional dealer representative. He can give us alternative methods to get cars to our

dealership quicker, making the customer happy. As my dad says, under-promise,
over-deliver!

Sponsor Signature:
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