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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

Decrease the # of SOP's on our shelves from 45 to under 20 by the end of February 2023.

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

The benefits are multiple but first, this is cash and profit sitting on our shelves waiting on us
to do something about it not to mention parts employees getting paid for selling these parts.
Quite a few of these parts also require installation and therefore there is a labor sale just
waiting on us not to mention service employees being paid on the labor. Customer
satisfaction will improve. The customer will appreciate communication that the part is in and
will be happy that the installation is scheduled. This will also clear some space on our
shelves. All of the above benefits are why this goal is important to me. We understand there
will always be something on the SOP shelf but 45 is too much and there is low hanging fruit
sitting right in front of us if we make some minor changes to our process. If we don't change
this we are wasting cash by having it sit on a shelf and missing out on profit for the company
and income for our employees.
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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@ 6
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?
pre-pay SOPs | team meeting to advisors and customer more immediately | ] |
crhanna nrnroce | narte emnlnveac | likalhs tn racnnnd
communication Parts mgr and Parts mgr and appointments immediate []
wilerietnmaer racantinnict racantinnict crhadiilad channe and
return SOP's to Parts Mgr Parts Mgr less SOP's on immediately ]
NE aftar R mnnth chalf and mare imnlamantad

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

0000

I will track the progress with our parts manager weekly who keeps a running total of SOP's. |
can also at any time go to our SOP shelf and count them myself. | will do this weekly until we

get under 20 and then monthly ongoing after that.

Potential Obstacles?

Not being able to reach the customer.

Not calling the customer in a timely
manner or at all.

Parts not relaying to receptionist that
part is in.

Not having the customer pre pay for the
part up front.

Potential Solutions?

Communication to/with the customer is
key. We have too many customer's
calling wondering if a part they ordered
has arrived. This begs the question of
how many customers are not calling
that ordered a part. Parts manager is
now to give our receptionist a list of
SOP's and she will be calling, emailing
and texting all customers to let them
know their part has arrived and to
schedule an appointment if necessary

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

0000

We estimate an increase in parts sales of $3000 and labor sales of 20 hours or $3300. This
also results in parts and service employees being paid on those sales.

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.

This is a change to our process for SOP's. We will review this with our parts manager at our
monthly asset meeting to verify all are following the process and every part of the process

including returning parts to the manufacturer.
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	1: The benefits are multiple but first, this is cash and profit sitting on our shelves waiting on us to do something about it not to mention parts employees getting paid for selling these parts. Quite a few of these parts also require installation and therefore there is a labor sale just waiting on us not to mention service employees being paid on the labor. Customer satisfaction will improve. The customer will appreciate communication that the part is in and will be happy that the installation is scheduled. This will also clear some space on our shelves. All of the above benefits are why this goal is important to me. We understand there will always be something on the SOP shelf but 45 is too much and there is low hanging fruit sitting right in front of us if we make some minor changes to our process. If we don't change this we are wasting cash by having it sit on a shelf and missing out on profit for the company and income for our employees. 
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	A_2: Not being able to reach the customer.



Not calling the customer in a timely manner or at all. 



Parts not relaying to receptionist that part is in. 



Not having the customer pre pay for the part up front. 



Not returning the part to OE in time allowed.




	A_3: Communication to/with the customer is key. We have too many customer's calling wondering if a part they ordered has arrived. This begs the question of how many customers are not calling that ordered a part. Parts manager is now to give our receptionist a list of SOP's and she will be calling, emailing and texting all customers to let them know their part has arrived and to schedule an appointment if necessary for installation. Service and or parts department employees are now to collect payment up front for all SOP's unless it is a warranty item. This will increase our chances of reaching the customer when the part arrives. If a customer has not picked up their part or communicated with us for 3 months after the part arriving, we will return the part to the manufacturer.
	R: We estimate an increase in parts sales of $3000 and labor sales of 20 hours or $3300. This also results in parts and service employees being paid on those sales. 
	S: This is a change to our process for SOP's. We will review this with our parts manager at our monthly asset meeting to verify all are following the process and every part of the process including returning parts to the manufacturer. 
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