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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

Increase FTF Rate from 56% to 90% (Guide) by the end of the year.

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

This goal helps to align the department with being able to service customers cars on a single
trip with the right part at the right time for the right price.

Achieving this goal will benefit us by creating a better customer experience, generating
additional gross profit, and providing a more positive environment for the rest of our service
team.

The consequences of not achieving this goal would be continued frustration from our
technicians and advisors and a decrease in service retention due to failing to meet the
customers needs in a single visit.

The importance of this goal is two fold. As mentioned it will create a better CSIl and ESI
environment. The capture of lost gross is also important, not only of the parts that we cannot
fill, but from the potential loss of future services and potentially losing additional services due
to not being able to fill a portion of the current RO.

The ROI comes from increased Tech Efficiency. Less down time for cars in the shop. Quicker
turn and closing the RO. Increased add on sales in service.
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e
What specific actions or steps will you take to accomplish your goal? What will you do differently or improve? e@ a
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?
Lost Sale Log | Pen/Log Sheet | Asst Parts Mgr | Tracking Misses End of Aug | |
Adjust Phase In 1| Lost Sale Info Parts Mgr + Inventory Middle Sept
Adjust Phase in 2| Lost Sale Info Parts Mgr + Inventory End of Sept

FTF Tracking Pen /Log Sheet | Asst Parts Mgr | Growth Tracking End of Sept

Review FTF Dept Meeting Parts Mgr Growth Tracking Monthly

Track Down Time Pen / Log Tech / Advisors | Decrease in DT Monthly

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

0000

Through implementing measurements and communication. The growth needs to be
measured through the specific KPIs that will assist with making the adjustments to the phase
in rate. Initially moving from a 3/12 to a 2/12 to immediatly incrase the inventory and making
an additional evaluation at the end of September to see if we need to make further
adjustments. Tracking avg downtime per technician over the course will allow us to monetize
the improvement in FTF Rate through completion.

Potential Obstacles? Potential Solutions?
Associate buy in to the record keeping Create a 90 Day Contest for capturing
necessary to record lost sales and the Lost Sales.

FTF Rate calculation.
Provide the “Why” we are doing it.

Parts Manager buy in with the increase Understanding that doing this will allow

in inventory. them to have the parts on hand more
often avoids the conflict with the advisor
and/or tech.

Toyota’s Ret Policy helps mitigate Obso

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

0000

For every 300 minutes per month per tech we are able to elimiate in downtime will attribute to
$22,977 of increased gross. That would decrease downtime by .25 hours per day per tech

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 parts dept meeting. Daily tracking conversations. Inspection of execution.
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