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Student Name: Selden Wheeler
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Academy Week (Var Il):5

Current situation or challenge you want to address based on
the Jennifer Suzuki Outline: | want to address our low
appointment show rate. Currently have a BDC rep that is at
60% appointment show rate. After listening to several
recorded calls it is clear and consistent process needs to be
instituted in order to train our BDC reps how to build report,
sell value in themselves and the buying process. This would
give confidence in the customers and make them more likely
to follow through and show up for their set appointment
time.

Overall Objective and Specific Desired Results: A 70% show
rate would be our min standard for all BDC representatives.
Increasing the show rate by a minimum of 10% would result
in just fewer than 5 appointments more per month per BDC
rep. This increase would result in an average of 6 additional
cars sold at $2284 per copy.

Describe your action plan in detail
Reviewing phone calls has given me the opportunity to really
listen to how our prospects are being handled. The greeting



was handled properly but the rest of the call was left with no
control. The lack of training has caused our BDC
representatives to become complacent and not building
value in the buying experience.

We first listened to 10 - 15 recorded phone calls to
determining where each BDC is with handling the phone call
and transitioning to an appointment. The greeting was well
done for all member including name and title. They also had
a genuine interest in helping the customer and tone of voice
was excellent. The areas we are focusing are making sure
the rep is prepared prior to the call with all the details
needed to discuss the prospects vehicle of interest including
other similar options. Script cards will also be created to give
the BDC rep quick one answer questions to better control the
call. Next we are having the reps role play a hard stop
transition that will gain back control and allow them to build
value of time savings and convenience. Role play has shown
to be a power tool to get BDC more comfortable with this
transition. The last step we will work on is the persistence in
offering dates and times for the customer to come in. BDC
will offer and assumptive day and time for the customer if
the customer does not agree to that time BDC will offer no
less than 2 dates and times for the customer to choose and
then follow up with an confirmation email stating the agreed
upon date and time. One the appointment is confirmed it is
entered in the system and assigned to a salesperson that will
have the car cleaned, fueled and ready for the customer’s
arrival. | realize we are only expecting to increase our
current appointment and potential sales by a small number



but | believe these processes will strengthen our BDC
long-term and increase other key areas as well giving us a
better opportunity to delivery cars to prospects.

Timeline:
Describe specific short term and long term checkpoints to monitor progress

We have already seen the implementation of the script cards
strengthen the BDC call. | would expect this complete
transition to take 6 months. Long term we will continue to
monitor calls weekly and send out a weekly BDC
performance spreadsheet showing each BDC rep and where
they rank in the group.

Meeting with Stakeholders (dealership personnel)
Describe what behavior change is needed to support desired goal. Address
required coaching, training and/or consequences (PINO, Gain, Pain).
Include timelines / Accountability / Monitoring process

a. Who:BDC reps and Sales Managers
b. What: Sales Managers will be responsible to listen to outbound
calls and review performance weekly.
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Dealer agreement:

If you need your sponsors support or approval to implement your plan, have it
signed off before you start. If you can proceed on your own, present this action
plan to your sponsor before next class. Describe the meeting:
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