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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. Tech Times at the Parts Counter , reduce by 1/3 , July 1st

2. GP% Contribution , should only increase , every day but sound a process by July 1

3. Phone skills & word tracks , they are currently not great & need to be good , July 1st

4. Establish a better "Shopping experience" for our clients. Offer more than Manufature
goods in our Boutique and our waiting areas... This will be my biggest challange... by years
close | hope to have something in play that is somewhat unique and fun.

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

How don't they align ? We do very well in this store "very well" and yet when we look deeper
into what is going on, in real time, we see, "the light bulb out", we see, "the grease on the
floor " and, the dead fly in the showcase..lol... Yes we can do better..

Even though we do so well and have a profitable department, how can we NOT benefit from
tweeking what we are currently doing in effort to be BETTER.. it can only result in a more
positive customer experience, which will ultimatly net the Dealership more $$ . Wether this
Net be in Parts, Service or Sales makes no difference.

Like I said , we do well here , we are profitable .. but if we dont tweek things and watch daily.
We will stay the same or worse yet, maybe we fall off in GP % in areas we are not watching,
Maybe our Techs Proficiency are Productivity are effected negatively because we allow idle
time at our counter? Maybe our poor phone skills lead to a deccrease in incomming calls?
This would be terrible, it's easier to keep a customer that to find a new one.

Our Boutique is ok when we can get Merchandise, but a sparsley stocked boutique is nothing
more than a decoration, why not offer a shopping experience before someone esle does.
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What specific actions or steps will you take to accomplish your goal? What will you do differently or improve? e@
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?
educate counter [ no resources, Parts Manager, |1/3in time spent july 1 | |
advienre Toche iniet hinsin Toch'e at_ cnlintar
watch DMS reporting | Parts Manager, |[GP % should not july 1
diceniintinn lnnlke Darte Advicenre darrcaca _nnlv
Develop word word Parts Advisors | increased sales july 1
tracl _crhnnl ctaff tracke nhnna from nhnna traffie
Re think our some outside Parts Manager, | Better shopping Years End
hniitiniia haln_altarnata Qalece acenriatece | avnaeriance and

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. | can see my counter, when | cant see | can get reports from my Advisors, Check with
Service manager and see if change has increased performance . Check Daily at parts
counter. Monthly with Service manager.

2. | currently check this now, nothing will change here , info comes from a custome DOC in
my DMS, this is checked every day and shared with my advisors.

Potential Obstacles? Potential Solutions?

1. Techs Like spending time at the 1. Educate the Techs before we put

counter, they may begrudge being kept procedure into play, we will discuss with

from spending this time. all parties the reason behind the
change. afterall it really does benifit

2. Some advisors may show thier them in the end.

weaknesses in selling if not able to

discount resulting in frustration. Also if 2. Teach Advisors to sell value , the

pricing needs to be adjusted, this can buying experience for the customer

not be done blindly, Service Manager needs to portray this, then a discount

has to be in the loop. isnt needed.

Any pricing structure changes needed

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

0000

This is to be determined if we are being realistic here, however based on my 2021 year end
figures. If we make the proper changes, police them and follow through gewtting us to the
NADA Giuide of 38% . we are lookina at and additional $251k 1111

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.

| believe it is mostly about your people, We as management develop the processes and
goals but our people live by them.

We must support our staff by consistently reinforcing the process with examples , both good
and bad all the time . Make it part of what you do all the time, a little bit every day. This
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	How does this goal align with or support your dealers vision: 1.  Tech Times at the Parts Counter , reduce by 1/3 , July 1st

2. GP% Contribution , should only increase , every day but sound a process by July 1

3. Phone skills & word tracks , they are currently not great & need to be good , July 1st

4. Establish a better "Shopping experience" for our clients. Offer more than Manufature goods in our Boutique and our waiting areas... This will be my biggest challange... by years close I hope to have something in play that is somewhat unique and fun. 
	1: How don't they align ? We do very well in this store "very well" and yet when we look deeper into what is going on, in real time, we see, "the light bulb out", we see, "the grease on the floor " and, the dead fly in the showcase..lol... Yes we can do better.. 

Even though we do so well and have a profitable department, how can we NOT benefit from tweeking what we are currently doing in effort to be BETTER.. it can only result in a more positive customer experience, which will ultimatly net the Dealership more $$ . Wether this Net be in Parts, Service or Sales makes no difference.

Like I said , we do well here , we are profitable .. but if we dont tweek things and watch daily. We will stay the same or worse yet, maybe we fall off in GP % in areas we are not watching, Maybe our Techs Proficiency are Productivity are effected negatively because we allow idle time at our counter? Maybe our poor phone skills lead to a deccrease in incomming calls? This would be terrible, it's easier to keep a customer that to find a new one.  

Our Boutique is ok when we can get Merchandise, but a sparsley stocked boutique is nothing more than a decoration, why not offer a shopping experience before someone esle does.     
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	A: 1. I can see my counter, when I cant see I can get reports from my Advisors, Check with Service manager and see if change has increased performance . Check Daily at parts counter. Monthly with Service manager.



2. I currently check this now, nothing will change here , info comes from a custome DOC in my DMS, this is checked every day and shared with my advisors. 



3. This will need to be policed FOREVER, no way around this. I have recordings, I can also listen live. Checked multiple times weekly, daily or as often as possible. 



4. Checking progress as far as sales are concerned is easy , info is in DMS , checked daily. However what I have in mind for this project will be new to me so everything about it will be fluid at first , I will need help  .. not ashamed to say it.  
	A_2: 1. Techs Like spending time at the counter, they may begrudge being kept from spending this time.  



2. Some advisors may show thier weaknesses in selling if not able to discount resulting in frustration. Also if pricing needs to be adjusted, this can not be done blindly, Service Manager has to be in the loop. 



3. Refusal to use the word track , or letting work load or poor mood dictate the tone in your phone work.



4. Outside of product availability , and shrinkage. This is unknown at this time
	A_3: 1. Educate the Techs before we put procedure into play, we will discuss with all parties the reason behind the change. afterall it really does benifit them in the end.



2. Teach Advisors to sell value , the buying experience for the customer needs to portray this, then a discount isnt needed. 

Any pricing structure changes needed must be done with Service and Parts managers together.



 3. Only solution is to give POSITIVE reinforcement , let them hear themselves also. Maybe this individual has too much on their plate.. change that .



4. Availability? not much can be done for BMW merch , but we need outside products.
	R: This is to be determined if we are being realistic here, however based on my 2021 year end figures. If we make the proper changes, police them and follow through gewtting us to the NADA Guide of 38% , we are looking at and additional $251k !!!!  
	S: I believe it is mostly about your people, We as management develop the processes and goals but our people live by them.

We must support our staff by consistently reinforcing the process with examples , both good and bad all the time . Make it part of what you do all the time, a little bit every day. This needs to be done so it sounds and feels NORMALL & UNTHREATENING to your staff... 

 If my staff is comfortable and are shown respect when they are being guided , positive results will usually follow.   
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