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What is your goal? What do you want to achieve? From what metric? To what metric? By what date?
Example: “I will decrease my 5K run time from 30 minutes to 21 minutes by June 15.”

o000

1. Increase Parts quotes sales and follow up. Increase parts sales from 32500.00 to
35500.00 by countermen at Lexus de San Juan.

2. Phone handling training & Periodic Mystery shoppers follow up.

3. Timely web lead follow up. Meeting with DI to validate the accurate route of leads to

Manager.
4. If SOP pick up or response af';er 307daryrs, offer option to customer to be deliveﬁr by (;arrier.

How does this goal align with or support your dealer’s vision?
What are the BENEFITS of achieving your goal? What are the CONSEQUENCES if you don’t?

Why is this goal important to you?

R

1. Increase positive Customer experience @ Lexus de San Juan

2. Increase front counter sales.

3. Technology growth and proper use to comply with actual market needs.

4. SOP carrier delivery is an additional tool for faster delivery and better customer
experience.

5.0ur actual reality is completely different, need to give tools to our work force to deal with
this new norm, to motivate them- create greater professionals..

Consequences
1. Losing Customer and sales
2. CSI will be affected

Why is important

"To be the #1 option for Lexus Parts and Service in our market"
"Change the perception of being more costly than independent stores"
"Create the value of our expertise and business".
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What specific actions or steps will you take to accomplish your goal? What will you do differently or improve? e@ 6
For each, be sure to include necessary resources, who is accountable, the measurable result, and dates.

SPECIFIC ACTION/ NECESSARY WHO IS EXPECTED EXPECTED ACTUAL
STEP RESOURCES? ACCOUNTABLE? RESULT? COMPLETION COMPLETION CHECK OFF
DATE? DATE?
Phone training Victor Carrion Countermens Inmediatly 04/30/22 | |

Parts quotes | Open parameters| Countermens pending 04/10/22
Increase sales by Countermen and pending 07/30/22 on going

Web leads Dealer Inspire Judith Parra pending 04/30/22

SOP Carrier Establish new | Luis Fernandez pending 05/15/22

L
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How will you track your progress? Where will you find the information? How often will you check in?

0000

1. Run R&R 2527 "Parts quote only" on weakly bases for follow up.
2. Monthly measurement of sales increment of countermen.
3. Monthly Mystery shopper for phone handling process.

Potential Obstacles? Potential Solutions?
1. Resistance to change - culture. 1. Possible implementation of incentive
2. Lack of time to follow up quotes. program for PQ conversion.

BOTTOM LINE! What is the financial impact (expressed in dollars) of achieving your goal?

0000

Increase of 72000.00 on sales @ Lexus de San Juan.

CONGRATULATIONS! You’ve accomplished your goal! You 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.

Weekly meeting with team, short and concise (10 minutes). Discuss actual position, goal and
evaluated areas of opportunity. Team playing.
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	How does this goal align with or support your dealers vision: 1. Increase Parts quotes sales and follow up. Increase parts sales from 32500.00 to 35500.00 by countermen at Lexus de San Juan.
2. Phone handling training & Periodic Mystery shoppers follow up.
3. Timely web lead follow up. Meeting with DI to validate the accurate route of leads to Manager. 
4. If SOP pick up or response after 30 days, offer option to customer to be deliver by carrier.
5. 3rd party customer service training in this new norm, managing objections and  tools ( motivational).
5. DS training for parts sales, click to call proper usage.

	1: 1. Increase positive Customer experience @ Lexus de San Juan
2. Increase front counter sales.
3. Technology growth and proper use to comply with actual market needs.
4. SOP carrier delivery is an additional tool for faster delivery and better customer experience.
5.Our actual reality is completely different, need to give tools to our work force to deal with this new norm, to motivate them- create greater professionals.. 

Consequences
1. Losing Customer and sales
2. CSI will be affected

Why is important
"To be the #1 option for Lexus Parts and Service in our market"
"Change the perception of being more costly than independent stores"
"Create the value of our expertise and business".
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	S: Weekly meeting with team, short and concise (10 minutes). Discuss actual position, goal and evaluated areas of opportunity.  Team playing.
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