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S M T

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.”

R

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? 

RM TS ASpecific Measurable Achievable Relevant Time bound

PARTS HOMEWORK – ACTION PLAN
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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, and dates.  

A TS M

SPECIFIC ACTION/
STEP

NECESSARY 
RESOURCES?

WHO IS 
ACCOUNTABLE?

EXPECTED 
RESULT?

EXPECTED 
COMPLETION 

DATE?

ACTUAL 
COMPLETION 

DATE?
CHECK OFF
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Potential Obstacles? Potential Solutions?

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

R

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

A TS M

A A

S M T

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.

S A

PARTS HOMEWORK – ACTION PLAN

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, and dates.  


	How does this goal align with or support your dealers vision: My goal is to have the parts phones answered within 5 rings. I want the customer experience to be much better. When we called into the parts department the phone was not answered. I will work with our IT department to change the programming on the phones from 3 rings to voicemail, to 5 rings to voicemail. I will cross train our parts driver to answer phones when she is not driving and just sitting at the counter. I will have her trained to help customers on the phone by May 1 2022.  
	1: This goal will stop us from losing sales in the parts department via phone. We will be more accessible and reliable for our customers that call in. If they know they will get someone on the phone, they will likely call us first.  If we catch more phone calls per day it will increase our overall sales, and help us to have a greater sample of what we might need to stock. If we do not get the calls answered we will lose sales as customers will defect to other dealers that answer the phones. This could be other Volvo dealers, or local parts establishments such as NAPA, Fishers, Autozone, or Advance Auto Parts. This is an important step in making sure we don't miss sales opportunities in our parts department. When we did the call the parts department exercise in class, we never got though to them after 3 tries. This means we are losing sales. As a consumer myself, I would look elsewhere if I tried more then twice to get through. I would go to ebay, or call another dealer. This is also important to me because this seems to be a theme with dealers of all brands in general. I cannot stand not getting someone on the phone. In our service department we are much better at catching the phones, and in sales we are sure to get that call to sell a car. We should have the same mentality in our parts rooms. We need one more person to help with the phones, as we have a two person staff in our parts room. They do get overwhelmed at times, but our wholesale parts driver is there a fair amount, but doesn't answer phones when they are ringing. 
	SPECIFIC ACTION STEPRow1: PM Meeting
	NECESSARY RESOURCESRow1: Time
	WHO IS ACCOUNTABLERow1: Me
	EXPECTED RESULTRow1: A change in process the leads to phones being answered.
	EXPECTED COMPLETION DATERow1: 4/6/22
	ACTUAL COMPLETION DATERow1: 4/6/22
	SPECIFIC ACTION STEPRow2: IT Meeting
	NECESSARY RESOURCESRow2: Scheduled Time
	WHO IS ACCOUNTABLERow2: Me & PM
	EXPECTED RESULTRow2: Change in format of phones from 3 to 5 rings.
	EXPECTED COMPLETION DATERow2: 4/12/22
	ACTUAL COMPLETION DATERow2: 4/16/22
	SPECIFIC ACTION STEPRow3: WPD Meeting
	NECESSARY RESOURCESRow3: Time
	WHO IS ACCOUNTABLERow3: PM
	EXPECTED RESULTRow3: Added support from 2 to 3 people on phones.
	EXPECTED COMPLETION DATERow3: 4/8/22
	ACTUAL COMPLETION DATERow3: 4/11/22
	SPECIFIC ACTION STEPRow4: WPD Phone trainnig
	NECESSARY RESOURCESRow4: Brand MGR will train phone skills
	WHO IS ACCOUNTABLERow4: PM
	EXPECTED RESULTRow4: How to speak with customers. Class offered via Call Revu
	EXPECTED COMPLETION DATERow4: 4/20/22
	ACTUAL COMPLETION DATERow4: 4/20/22
	SPECIFIC ACTION STEPRow5: Mystery Call Parts
	NECESSARY RESOURCESRow5: Time
	WHO IS ACCOUNTABLERow5: Brand MGR
	EXPECTED RESULTRow5: Phones answered within 5 rings.
	EXPECTED COMPLETION DATERow5: 4/25/22
	ACTUAL COMPLETION DATERow5: 4/25/22
	SPECIFIC ACTION STEPRow6: 
	NECESSARY RESOURCESRow6: 
	WHO IS ACCOUNTABLERow6: 
	EXPECTED RESULTRow6: 
	EXPECTED COMPLETION DATERow6: 
	ACTUAL COMPLETION DATERow6: 
	SPECIFIC ACTION STEPRow7: 
	NECESSARY RESOURCESRow7: 
	WHO IS ACCOUNTABLERow7: 
	EXPECTED RESULTRow7: 
	EXPECTED COMPLETION DATERow7: 
	ACTUAL COMPLETION DATERow7: 
	SPECIFIC ACTION STEPRow8: 
	NECESSARY RESOURCESRow8: 
	WHO IS ACCOUNTABLERow8: 
	EXPECTED RESULTRow8: 
	EXPECTED COMPLETION DATERow8: 
	ACTUAL COMPLETION DATERow8: 
	SPECIFIC ACTION STEPRow9: 
	NECESSARY RESOURCESRow9: 
	WHO IS ACCOUNTABLERow9: 
	EXPECTED RESULTRow9: 
	EXPECTED COMPLETION DATERow9: 
	ACTUAL COMPLETION DATERow9: 
	SPECIFIC ACTION STEPRow10: 
	NECESSARY RESOURCESRow10: 
	WHO IS ACCOUNTABLERow10: 
	EXPECTED RESULTRow10: 
	EXPECTED COMPLETION DATERow10: 
	ACTUAL COMPLETION DATERow10: 
	SPECIFIC ACTION STEPRow11: 
	NECESSARY RESOURCESRow11: 
	WHO IS ACCOUNTABLERow11: 
	EXPECTED RESULTRow11: 
	EXPECTED COMPLETION DATERow11: 
	ACTUAL COMPLETION DATERow11: 
	SPECIFIC ACTION STEPRow12: 
	NECESSARY RESOURCESRow12: 
	WHO IS ACCOUNTABLERow12: 
	EXPECTED RESULTRow12: 
	EXPECTED COMPLETION DATERow12: 
	ACTUAL COMPLETION DATERow12: 
	SPECIFIC ACTION STEPRow13: 
	NECESSARY RESOURCESRow13: 
	WHO IS ACCOUNTABLERow13: 
	EXPECTED RESULTRow13: 
	EXPECTED COMPLETION DATERow13: 
	ACTUAL COMPLETION DATERow13: 
	SPECIFIC ACTION STEPRow14: 
	NECESSARY RESOURCESRow14: 
	WHO IS ACCOUNTABLERow14: 
	EXPECTED RESULTRow14: 
	EXPECTED COMPLETION DATERow14: 
	ACTUAL COMPLETION DATERow14: 
	SPECIFIC ACTION STEPRow15: 
	NECESSARY RESOURCESRow15: 
	WHO IS ACCOUNTABLERow15: 
	EXPECTED RESULTRow15: 
	EXPECTED COMPLETION DATERow15: 
	ACTUAL COMPLETION DATERow15: 
	SPECIFIC ACTION STEPRow16: 
	NECESSARY RESOURCESRow16: 
	WHO IS ACCOUNTABLERow16: 
	EXPECTED RESULTRow16: 
	EXPECTED COMPLETION DATERow16: 
	ACTUAL COMPLETION DATERow16: 
	A: I will have the IT department send me a call log list for parts each week to see how many calls were missed. I will check in with the parts manager each day I get the log from IT. I will also periodically have the brand manager make calls to parts department to see if the phone is answered. I will then compare that to the log from IT, and meet with the parts manager weekly to review reports from IT. 
	A_2: Learning curve by WPD. WPD out on a delivery. Resistance from Parts Manager to change.
	A_3: Training WPD on phone skills, and sales. Task PM with written process to ensure phones are answered when WPD is out on deliveries. Meet with PM to let him set process for calls and give me the written process. Explain why we need to change for our customers, but show him the why we need to change and how it could potentially effect the bottom line in his department. Show him what he is missing out on for the department in potential Gross. 
	R: The sky is the limit here. In 2021 we did 97k in counter retail and wholesale gross. If we missed only 20% of the phone calls in parts that created that gross, we would potentially be missing out on an additional 19k in gross from customers that went somewhere else, or didnt call back.
	S: We will conduct an audit where the brand manager will make calls to secret shop the department. I will also have the parts manager continue to review the IT call logs, and discuss at our weekly managers meetings with the group. It will be a continued focus until we have no missed calls. 
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