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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.”

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? 
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PARTS HOMEWORK – ACTION PLAN
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that sƉeciĮc actions or steƉs ǁill Ǉou taŬe to accomƉlish Ǉour goal͍  that ǁill Ǉou do diīerentlǇ or imƉrove͍ 
For each, be sure to include necessary resources, who is accountable, the measurable result, and dates.  
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Wotential Kbstacles͍

�KddKD >/N�͊ that is the Įnancial imƉact ;eǆƉressed in dollarsͿ oĨ achieving Ǉour goal͍

,oǁ ǁill Ǉou tracŬ Ǉour Ɖrogress͍ there ǁill Ǉou Įnd the inĨormation͍ ,oǁ oŌen ǁill Ǉou checŬ in͍ 

Wotential ^olutions͍

A

�KN'RAdh>Ad/KN^͊ zou͛ve accomƉlished Ǉour goal͊ zou added or adũusted Ɖolicies͕ Ɖrocedures͕ and 
behaviors. Noǁ ǁhat͍ ,oǁ ǁill Ǉou ensure Ǉou and Ǉour staī do not Ĩall bacŬ into the Ɖrevious habits 
that Ɖroduced Ɖoor results͍ �e sƉeciĮc.
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	How does this goal align with or support your dealers vision: Our goal is to get Parts Personnel comfortable and capable with taking quality phone calls.

We will get the 3 Parts employees using one script/checklist on every phone interaction within the next 30 days.
	1: Our dealership's vision is to build trust and value with every interaction. Our store motto is "It's not about cars...it's about people." We should be able to mirror that philosophy with our parts department. "It's not about parts...it's about people."

It is important that we instill our belief in every department which is we focus our interactions with customers on building a lasting relationship not gaining a single transaction.

I believe the Benefits and Consequences speak for themselves. If we can build trust and value in every customer interaction these customers will spend more money with us and will remain loyal customers.  The opportunity for sales growth in this department could greatly increase.

On the other hand if we cannot conquer this goal sales numbers will remain stagnant or decrease.  Our customers have several avenues/channels to purchase parts for their vehicles and if we cannot instill the confidence in purchasing parts from us first or foremost our sales dollars and customer retention will continue to drop.
	SPECIFIC ACTION STEPRow1: dept meeting
	NECESSARY RESOURCESRow1: meeting space
	WHO IS ACCOUNTABLERow1: gm/parts mgr
	EXPECTED RESULTRow1: discuss vision
	EXPECTED COMPLETION DATERow1: 1st Monday
	ACTUAL COMPLETION DATERow1: same day
	SPECIFIC ACTION STEPRow2: develop script
	NECESSARY RESOURCESRow2: best practice material
	WHO IS ACCOUNTABLERow2: gm/parts mgr
	EXPECTED RESULTRow2: review&practice
	EXPECTED COMPLETION DATERow2: script ready by Wed.
	ACTUAL COMPLETION DATERow2: Friday role play
	SPECIFIC ACTION STEPRow3: develop checklist
	NECESSARY RESOURCESRow3: call structure
	WHO IS ACCOUNTABLERow3: gm/parts mgr
	EXPECTED RESULTRow3: review&practice
	EXPECTED COMPLETION DATERow3: checklist ready by  Wed.
	ACTUAL COMPLETION DATERow3: Friday role play
	SPECIFIC ACTION STEPRow4: record calls
	NECESSARY RESOURCESRow4: call logs
	WHO IS ACCOUNTABLERow4: parts personnel
	EXPECTED RESULTRow4: review calls
	EXPECTED COMPLETION DATERow4: start of 2nd week
	ACTUAL COMPLETION DATERow4: 
	SPECIFIC ACTION STEPRow5: mystery shop
	NECESSARY RESOURCESRow5: phone
	WHO IS ACCOUNTABLERow5: parts personnel
	EXPECTED RESULTRow5: grade calls
	EXPECTED COMPLETION DATERow5: call shops 3rd&4th weeks
	ACTUAL COMPLETION DATERow5: 
	SPECIFIC ACTION STEPRow6: weekly meeting
	NECESSARY RESOURCESRow6: meeting space, scripts,logs
	WHO IS ACCOUNTABLERow6: gm&all parts staff
	EXPECTED RESULTRow6: review progress/coach
	EXPECTED COMPLETION DATERow6: Tues. of every week
	ACTUAL COMPLETION DATERow6: 
	SPECIFIC ACTION STEPRow7: incentive plans
	NECESSARY RESOURCESRow7: bonuses
	WHO IS ACCOUNTABLERow7: parts mgr/parts personnel
	EXPECTED RESULTRow7: spiff A rated calls
	EXPECTED COMPLETION DATERow7: close of month
	ACTUAL COMPLETION DATERow7: 
	SPECIFIC ACTION STEPRow8: 
	NECESSARY RESOURCESRow8: 
	WHO IS ACCOUNTABLERow8: 
	EXPECTED RESULTRow8: 
	EXPECTED COMPLETION DATERow8: 
	ACTUAL COMPLETION DATERow8: 
	SPECIFIC ACTION STEPRow9: 
	NECESSARY RESOURCESRow9: 
	WHO IS ACCOUNTABLERow9: 
	EXPECTED RESULTRow9: 
	EXPECTED COMPLETION DATERow9: 
	ACTUAL COMPLETION DATERow9: 
	SPECIFIC ACTION STEPRow10: 
	NECESSARY RESOURCESRow10: 
	WHO IS ACCOUNTABLERow10: 
	EXPECTED RESULTRow10: 
	EXPECTED COMPLETION DATERow10: 
	ACTUAL COMPLETION DATERow10: 
	SPECIFIC ACTION STEPRow11: 
	NECESSARY RESOURCESRow11: 
	WHO IS ACCOUNTABLERow11: 
	EXPECTED RESULTRow11: 
	EXPECTED COMPLETION DATERow11: 
	ACTUAL COMPLETION DATERow11: 
	SPECIFIC ACTION STEPRow12: 
	NECESSARY RESOURCESRow12: 
	WHO IS ACCOUNTABLERow12: 
	EXPECTED RESULTRow12: 
	EXPECTED COMPLETION DATERow12: 
	ACTUAL COMPLETION DATERow12: 
	SPECIFIC ACTION STEPRow13: 
	NECESSARY RESOURCESRow13: 
	WHO IS ACCOUNTABLERow13: 
	EXPECTED RESULTRow13: 
	EXPECTED COMPLETION DATERow13: 
	ACTUAL COMPLETION DATERow13: 
	SPECIFIC ACTION STEPRow14: 
	NECESSARY RESOURCESRow14: 
	WHO IS ACCOUNTABLERow14: 
	EXPECTED RESULTRow14: 
	EXPECTED COMPLETION DATERow14: 
	ACTUAL COMPLETION DATERow14: 
	SPECIFIC ACTION STEPRow15: 
	NECESSARY RESOURCESRow15: 
	WHO IS ACCOUNTABLERow15: 
	EXPECTED RESULTRow15: 
	EXPECTED COMPLETION DATERow15: 
	ACTUAL COMPLETION DATERow15: 
	SPECIFIC ACTION STEPRow16: 
	NECESSARY RESOURCESRow16: 
	WHO IS ACCOUNTABLERow16: 
	EXPECTED RESULTRow16: 
	EXPECTED COMPLETION DATERow16: 
	ACTUAL COMPLETION DATERow16: 
	A: At first the tracking will begin with listening and reviewing parts department calls with personnel twice a week. Our BDC records all incoming calls and can share those logs with us.

As we get a better grasp on handling proper phone calls we will need to focus our tracking to the amount of customer pay $$ being made.  Pull report of $$ captured prior to instilling best practices and pull same report once a month to review.
	A_2: Personnel not engaged or taking ownership of our vision
Script not being utilized
Personnel feeling overwhelmed 
	A_3: Get personnel opinions and feedback in every meeting. Do not let Mgr do all the talking. 
Review and role play with personnel frequently
Express the importance of every phone call and incentivize proper phone call techniques when a sale is closed
	R: Our Counter Retail Sales YTD is roughly $270k and is less than 8% of our total sales. If we can add just another $12k a month in counter sales we can get that % up to 12%-13% consistently.  
	S: The best way to maintain is meeting regularly to review calls & profit analysis numbers with entire department staff.  We must engage every employee and encourage new ideas to adapt and improve our process. Develop a training video for new hires, mandate they take course and complete a successful mystery shop before allowing to take live customer calls.
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