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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?

Our outstanding warranty receivables can certainly be improved upon. At this time our current
(under 30 days) balance makes up 82% of our total outstanding warranty receivables, with
18% over 30 days. | would like this current balance to consistently remain above 90%, with no
balances exceeding 60 days. | think we can attain this goal within 45 days with the proper
processes in place, and holding all parties involved accountable.

BOTTOM LINE: Benefits of Achieving Your Goal Consequences of Not Achieving Your Goal
Achieving this goal will free up cash for the By allowing warranty receivable to age
dealership and reduce the risk of loss. beyond 30 and 60 days, we open

ourselves up to the risk of claims not being
paid, therefore having to write them off.

Meeting with the manager's can be immediate to propose this process.
When will you start? That wniild incliide tha Qenvicae/Parte Mananar (RM L Cantrallar/Offica

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

Our OEM funds us weekly for warranty claims. This makes it feasable to track progress
weekly. Running a warranty receivable schedule after the payment is posted is the most
simple way to determine what our current balance percentage is.
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What specific actions will you take to achieve your goal? Who can help you?

We currently use an outside vendor as our warranty administrator, submitting claims to
Subaru. They are in constant communication with us weekly, via email, letting us know of
claim errors. These errors are causing our warranty receivable to be at risk to be a loss to us.
I will work along with the service and parts manager to provide additional updated training on
warranty processes and our OEM requirements to our service writers and parts counter
personnel. | will have the service manager provide a process for technicians to follow to
ensure all required data is collected. We need to make sure we have the most current
warranty bulletins from the OEM to be sure we are up to date on requirements. This should
be monitored daily by the service manager. We can hold the service writers resposible for
ensuring technicians have all the required data, or refuse to accept the repair order from them
until all information is recorded. When we are notified of an error by our administrator, |
expect no longer than a 24 hour turn around on a resolution. The only exception to this would
be on a case by case basis. This is going to be monitored by a group email, where fixed ops
managers and executive level managers will be included in.

We currently have monthly warranty meeting to review outstanding receivables, but it has
unfortunately been postponed for months due to scheduling issues. This needs immediate
resolution. Until we are trending above 90% current, we are going to have a weekly meeting
to address the riskiest balances.

| am going to propose to the General Manager a policy be in place to charge back an
employee who is at fault due to negligence, causing us a loss. At the same time | am going to
propose a plan to incentivize the departments for maintaining our above 90% goal of current
receivables.

Potential Challenges? Potential Solutions?
| think any challenges are going to be on The service and parts managers will need
an individual level. There could be the to hold their staff accountable and keep
potential of an individual not taking them updated on all current OEM warranty
responsibility for an error, or publications.
miscommunication between the There may be a situation when the
departments. | could see an employee managers may need to charge back on a
being very unhappy if they get charged case by case basis, depending on the
back in their pay, but they should be held severity or circumstances of the error, or
accountable. even negotiate the amount of chargeback.
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	1: Our outstanding warranty receivables can certainly be improved upon. At this time our current (under 30 days) balance makes up 82% of our total outstanding warranty receivables, with 18% over 30 days. I would like this current balance to consistently remain above 90%, with no balances exceeding 60 days. I think we can attain this goal within 45 days with the proper processes in place, and holding all parties involved accountable.
	1_2: Achieving this goal will free up cash for the dealership and reduce the risk of loss. 
	1_3: By allowing warranty receivable to age beyond 30 and 60 days, we open ourselves up to the risk of claims not being paid, therefore having to write them off.
	When will you start: Meeting with the manager's can be immediate to propose this process.

That would include the Service/Parts Manager, GM & Controller/Office Manager.
	1_6: Our OEM funds us weekly for warranty claims. This makes it feasable to track progress weekly. Running a warranty receivable schedule after the payment is posted is the most simple way to determine what our current balance percentage is.
	1_8: We currently use an outside vendor as our warranty administrator, submitting claims to Subaru. They are in constant communication with us weekly, via email, letting us know of claim errors. These errors are causing our warranty receivable to be at  risk to be a loss to us. I will work along with the service and parts manager to provide additional updated training on warranty processes and our OEM requirements to our service writers and parts counter personnel. I will have the service manager provide a process for technicians to follow to ensure all required data is collected. We need to make sure we have the most current warranty bulletins from the OEM to be sure we are up to date on requirements. This should be monitored daily by the service manager.  We can hold the service writers resposible for ensuring technicians have all the required data, or refuse to accept the repair order from them until all information is recorded. When we are notified of an error by our administrator, I expect no longer than a 24 hour turn around on a resolution. The only exception to this would be on a case by case basis. This is going to be monitored by a group email, where fixed ops managers and executive level managers will be included in.



We currently have monthly warranty meeting to review outstanding receivables, but it has unfortunately been postponed for months due to scheduling issues. This needs immediate resolution. Until we are trending above 90% current, we are going to have a weekly meeting to address the riskiest balances. 



I am going to propose to the General Manager a policy be in place to charge back an employee who is at fault due to negligence, causing us a loss. At the same time I am going to propose a plan to incentivize the departments for maintaining our above 90% goal of current receivables.
	1_9: I think any challenges are going to be on an individual level. There could be the potential of an individual not taking responsibility for an error, or miscommunication between the departments. I could see an employee being very unhappy if they get charged back in their pay, but they should be held accountable.


	1_11: The service and parts managers will need to hold their staff accountable and keep them updated on all current OEM warranty publications. 

There may be a situation when the managers may need to charge back on a case by case basis, depending on the severity or circumstances of the error, or even negotiate the amount of chargeback.


