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ACTION PLAN 1

e Specific @ Measurable 0 Relevant 0 Time bound

What is your goal? What do you want to achieve? From what metric? To what metric? By what date?

My goal is to increase my BDC agent's show rate by 10% for each agent in the next month
(ending 10/30). This will increase store total show rate by 12 units per month selling approx 6
more units a month.

BOTTOM LINE: Benefits of Achieving Your Goal Consequences of Not Achieving Your Goal
Our sweet spot for our agents is 60 shows Slow floor traffic down with lack of

and 30 sales a month. If we increase their appointments shown

shows by 10% a month per agent, negatively impact BDC agents show/sale
hopefully in turn this will increase not only bonus

their sales, but the sales floors numbers as
well. Agents will improve productivity
throughout their day and utilizing their time
with goal in mind.

When will you start? October 1, 2022

How will you gauge your progress? When? Using which metrics?

Every Monday, we can do pulse checks on their weekly appointment set/show numbers. If
they set x amount of appointments, x amount will show. If the goal for BDC Agent 1 is 66
shows, he/she should aim for 3 appointments a day. If they are not achieving over 2.5
appointments per day, they will be behind on the goal of 66 appointments shown for the
month.
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What specific actions will you take to achieve your goal? Who can help you?

To achieve this goal, | will look to the sales managers for assistance. Once the BDC agent
sets and confirms the appointment, we will share the appointment with the sales floor. This
transfer will introduce the customer to their sales person ahead of time to do a second
confirmation for the appointment, hopefully in turn deepening the commitment to the

appointment by the customer.

Secondly, we will ask for the sales managers help keep us up to date hourly with the
appointments that have shown for the day. We will use a spreadsheet for the day and send
updates after each appointment time. This will be a reminder to keep the CRM updated and
keep the managers engaged in each detail. If the customer misses the appointment by a half
hour or more, we will have the BDC agent give them a follow-up call to reschedule. This will
require the salesmen to keep the CRM up to date as well.

Potential Challenges?

Staying on top of the appointment updates
with the sales floor

Utilizing the CRM to its fullest capability
(marking an appointment missed triggering
the appointment missed call for BDC agent)
Keeping CRM up to date- we slack on
updating records right away
(solution=phone app???).

Potential Solutions?

Is there a better way to communicate daily
updates from sales floor to BDC office?
Should we work out of a google sheet
instead of emailing a spreadsheet? What
differs the google sheet from the CRM?
Can we utilize the internal texting
application in our CRM better (therefore
allowing the sales floor to communicate
with the BDC better? What sort of phone
application does REYNOLDS have for the
salesman to better use the CRM when
away from their desk?
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