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N384
Class #

Betten Baker of Cadillac

Dealership

21222
Date

Q Relevant 6 Time-bound

Current Situation
or Challenge to be
Addressed:

| want to improve our organic search results in Google. Right now
they are rather weak & there are competitors of ours popping up first
when you search for vehicles for sale near me. We have a small
collection of Google Reviews, and Im looking to triple our number of
reviews by April 30, 2022.

Current Performance
Level (include specific
measure):

Current Google Rating= 4.5 out of 5. We have 341 reviews currently.

Goal (what do you
want to achieve?)

Google Rating @ 4.8 out of 5, with 900 reviews by April 30, 2022.

Goal Performance
Level (include specific
measure)

This is a hefty goal to triple our reviews in roughly 90 days, but is
definitely possible. | am going to incentivize my staff to get them fully
engaged and onboard with the program.

2/1/22 4/30/22
Goal Start Date: Goal End Date:

2/20 4.6 Google Rating with
First Check-in Date: Performance Objective: |475 Reviews

3/15 4.6 Google Rating with
Second Check-in Date: Performance Objective: |605 Reviews

4/5 4.7 Google Rating with
Third Check-in Date: Performance Objective: | 790 Reviews.

4/30 4.8 Google Rating,
Fourth Check-in Date: Performance Objective: |With 900+ Reviews.
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How does your goal
align with the dealers’
vision?

My dealer has a vision that supports our dealership having a big
online presence that makes us easility accesible to potential shoppers
trying to find a local car dealer. He strives to have a phenomenal
reputation where there are a large amount of customer testimonials
stating why we are so great at what we do!

What are the potential
benefits of achieving
your goal?

Potential benefits of achieving my goal are that we will earn more
business and prospects. This will be instrumental in growing our
company and improving profitability of the store. | believe with this
implemented it will be step 1 of many in taking us to the next level.

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

Conseqguences are that other local dealers could improve their
organic search results (get more google reviews), while we stay
stagnant or below what we are forecasting. This could result in us
being pushed lower on the Google search list when customers need a
vehicle or repairs done in our area.

Why is the goal
important to you?

This goal is important to me in order to grow the business & earn a
broader clientel base.

Potential Obstacles

We could have issues securing that many Google Reviews in 90
days. We also could potentially get some bad reviews that could hurt
our total score.

Potential Solutions

We will incentivize the staff to get Google reviews. Also we will ask all
customers when they have completed their business transaction with
us if they are completely satisfied. If not we ask how we could get
them there. This could potentially deter some of the anomolies.

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

| expect to see a huge financial impact to our bottom line with not only
retaining our current clientel base but expanding upon it.
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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) PERSON(S) EXPECTED RESULT CHECKPOINT
DATES
Set up incentive | Spiffs to pay out |General Stronger staff 2/1 (start)

program for staff
to get Google

for people hitting
their objective on

Manager, Sales
Managers, Fixed

engagement in
our process,

2/20, 3/15, 4/5
(Checkpoints)

you pay monthly
to help build your

Avsiavaia)

stronger organic
search results

Reviews Google Reviews, |Ops Director more Google 4/30 (end date)
Use Birds Eye Birds Eye, General Manager |More Google 2/1 (start)
(company that monthly fee Reviews, 2120, 3/15, 4/5

(Checkpoints)
4/30 (end date)

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.

After | have completed my goal | plan to implement a policy regarding Google reviews being
tied to pay plans. This will provide us with accountability the team needs to stay engaged.
This will also ensure that we are able to work towards improving the great foundation we
have worked so hard to build. We will also continue to use Bird's Eye to monitor our Google
reviews. We are also making sure all service advisors talk to the customer at the end of the
business transaction & ask if we did our jobs and that they were 100% satisified with the
service. If not then we remedy the situation site on scene, which will help prevent negative

Google reviews. We will do this same process when sales customers are finished in the
Finance Box.

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

We will have a manager meeting so that all department managers are clear as to what is
expected out of their team members for our new Google Review Policy. At this meeting we
will go over the spiffs that staff could earn if they hit their objectives. Also we will dicuss what
happens if they don't meet their minimum requirement of Google Reviews.

ponsor Signature:
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	Current Situation or Challenge to be Addressed: I want to improve our organic search results in Google. Right now they are rather weak & there are competitors of ours popping up first when you search for vehicles for sale near me. We have a small collection of Google Reviews, and Im looking to triple our number of reviews by April 30, 2022. 
	Current Performance Level include specific measure: Current Google Rating= 4.5 out of 5. We have 341 reviews currently. 
	Goal what do you want to achieve: Google Rating @ 4.8 out of 5, with 900 reviews by April 30, 2022. 
	Goal Performance Level include specific measure: This is a hefty goal to triple our reviews in roughly 90 days, but is definitely possible. I am going to incentivize my staff to get them fully engaged and onboard with the program. 
	Goal Start Date: 2/1/22
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	What are the potential consequences if you dont achieve your goal: Consequences are that other local dealers could improve their organic search results (get more google reviews), while we stay stagnant or below what we are forecasting. This could result in us being pushed lower on the Google search list when customers need a vehicle or repairs done in our area. 
	Why is the goal important to you: This goal is important to me in order to grow the business & earn a broader clientel base. 
	Potential Obstacles: We could have issues securing that many Google Reviews in 90 days. We also could potentially get some bad reviews that could hurt our total score. 
	Potential Solutions: We will incentivize the staff to get Google reviews. Also we will ask all customers when they have completed their business transaction with us if they are completely satisfied. If not we ask how we could get them there. This could potentially deter some of the anomolies. 
	BOTTOM LINE Financial Impact of Achieving Your Goal expressed in dollars: I expect to see a huge financial impact to our bottom line with not only retaining our current clientel base but expanding upon it. 
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	NECESSARY RESOURCESRow1: Spiffs to pay out for people hitting their objective on Google Reviews, tracking of reviews on Bird's Eye. 
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	poor results Be specific: After I have completed my goal I plan to implement a policy regarding Google reviews being tied to pay plans. This will provide us with accountability the team needs to stay engaged. This will also ensure that we are able to work towards improving the great foundation we have worked so hard to build. We will also continue to use Bird's Eye to monitor our Google reviews. We are also making sure all service advisors talk to the customer at the end of the business transaction & ask if we did our jobs and that they were 100% satisified with the service. If not then we remedy the situation site on scene, which will help prevent negative Google reviews. We will do this same process when sales customers are finished in the Finance Box. 
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