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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.”
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My goal is implementing more effective and consistent training to our Parts Counter
associates. Currently our parts counter associates are only receiving quarterly training from
the manufacturer and then mentored by veteran associates. We would have two different
training programs (new hire and continuing education). My goal is to implement training in
the beginning of March and have every parts counter associate fully trained in 4 weeks.

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

Allen Samuels Dodge Chrysler Jeep Ram prides ourselves on great customer experience.
Our slogan has been for years "Come By and Lets Be Friends". Implementing a training
program for all Parts counter associates will ensure our customers are provided with the best
customer experience not just here and there but on multiple occasions. If our counter
associates are better equipped to answer an incoming sales call appropriately that can allow
us to have a higher percent chance of closing a sale over the phone. If our counter
associates are not properly prepared to answer a call that can lead to a potential loss sales
or worse lost customer for life. Our goal as a dealership is to provide good customer service
and to make sure we have parts available the first time. Implementing these chances will
also allow us to increse our gross profit. The more we take care of our customers the more
money our store, parts manager, and parts counter associates make money. At the end of
the day we are all here to provide for ourselves and our family.
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What specific actions or steps will you take to accomplish your goal? What will you do differently or improve? e@
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?
NEW HIRE ONLINE parts manager new hire 1 week | |
TRAININC 1indarctand tha
CONTINUING INSTRUCTOR parts manager SALES CALL WEEK 1
EDIICATIONI and accencriata TRAINING
CONTINUING INSTRUCTOR parts manager | ACCESSORIES WEEK 2
EDLICATIONI and accnriata AND 1IDSAI E
CONTINUING INSTRUCTOR parts manager FOLLOW WEEK 3
EDIICATIONI and accencriata I IDITRACK
CONTINUING INSTRUCTOR parts manager INVENTORY WEEK 4
EDLICATIONI and accnriata (ETER)

L
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How will you track your progress? Where will you find the information? How often will you check in?
My training class will be a four week course covering diferrent topics each week.
WEEK 1 (March 6-10): SALE CALLS TRAINING.

This training course will give the parts associates a better understanding on how to properly
answer a sales call professionally starting with properly identifying yourself and asking for the

customer’ s name and contact info. This course would also help associate ask the right

Potential Obstacles? Potential Solutions?
Of course our Parts Manager has been | could approach him as a person
in his position since this location looking up to him for the amazing job
opened in 2012. In all fairness looking he's doing in his department. | could be
at the Parts Department financials his honey and explain the project I'm
department is doing pretty good. But working on in class and see if | can go
good is never good enough. Right?!? | over some ideas with him. | can also
would imagine he would think to show him the great benefits in it for him
himself, "who is this guy who's been in and is crew financially. | would also
NADA Academy in his second class agree to doing a better job of having my
and has only been in management for 4 sales associate push more accessories
years think he is?" during our sales process. He did

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

0000

Financially if | can get the Parts Manager and Parts Counter Associates onboard we can see
a 10% increse in sales in the month of April. We will also see a rise in customer satifaction.

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.

After our 4-week training is complete Parts counter associate will be expected to continue
their quarterly training. Associates will also be required to go over the 4-week training every 6
months. We will also randomly have secret shoppers visit the store and call in to ensure our

employees on staying on course.
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	How does this goal align with or support your dealers vision: My goal is implementing more effective and consistent training to our Parts Counter associates. Currently our parts counter associates are only receiving quarterly training from the manufacturer and then mentored by veteran associates. We would have two different training programs (new hire and continuing education). My goal is to implement training in the beginning of March and have every parts counter associate fully trained in 4 weeks.
	1: Allen Samuels Dodge Chrysler Jeep Ram prides ourselves on great customer experience. Our slogan has been for years "Come By and Lets Be Friends". Implementing a training program for all Parts counter associates will ensure our customers are provided with the best customer experience not just here and there but on multiple occasions. If our counter associates are better equipped to answer an incoming sales call appropriately that can allow us to have a higher percent chance of closing a sale over the phone. If our counter associates are not properly prepared to answer a call that can lead to a potential loss sales or worse lost customer for life. Our goal as a dealership is to provide good customer service and to make sure we have parts available the first time. Implementing these chances will also allow us to increse our gross profit. The more we take care of our customers the more money our store, parts manager, and parts counter associates make money. At the end of the day we are all here to provide for ourselves and our family. 
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WEEK 1 (March 6-10): SALE CALLS TRAINING.



This training course will give the parts associates a better understanding on how to properly answer a sales call professionally starting with properly identifying yourself and asking for the customer’s name and contact info. This course would also help associate ask the right questions the first time.



WEEK 2 (March 13-17): ACCESSORIES AND UPSALE



This course will also allow the parts counter associate better to understand his/her role as a salesperson. The associate will be trained on how and when to ask for the sale. He/she will better understand their product to know when to recommend other items to go along with the customers purchase. This will ensure that the customer has everything they need to complete the job.



WEEK 3 (March 20-24): FOLLOW/TRACK SALES



This course will teach the associates the importance of training each call coming in daily. Each sales call whether the customer bought or not should be logged with a name and contact information. We should then take a step further and follow up with each customer to either thank them for their business or if we can offer further assistance to capture the sale.



WEEK 4 (March 27-31) INVENTORY (FTFR)



Week 4 training will go over proper inventory procedures and understanding FTFR and its importance. During the Parts Manager Conversation exercise I noticed when asked if he ever track FTFR manually he said no, only through our DMS and OEM. Before this course begin we will have to get together and implement a way we can track FTFR manually.










	A_2: Of course our Parts Manager has been in his position since this location opened in 2012. In all fairness looking at the Parts Department financials his department is doing pretty good. But good is never good enough. Right?!? I would imagine he would think to himself, "who is this guy who's been in NADA Academy in his second class and has only been in management for 4 years think he is?"
	A_3: I could approach him as a person looking up to him for the amazing job he's doing in his department. I could be honey and explain the project I'm working on in class and see if I can go over some ideas with him. I can also show him the great benefits in it for him and is crew financially. I would also agree to doing a better job of having my sales associate push more accessories during our sales process. He did mention in the Parts Manager conversation that his department do not sell a lot of accessories because the sales department do not support his department.
	R: Financially if I can get the Parts Manager and Parts Counter Associates onboard we can see a 10% increse in sales in the month of April. We will also see a rise in customer satifaction. 
	S: After our 4-week training is complete Parts counter associate will be expected to continue their quarterly training. Associates will also be required to go over the 4-week training every 6 months. We will also randomly have secret shoppers visit the store and call in to ensure our employees on staying on course.
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