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Name. Mitchell Hill Class #. V403 ”w
Dealership: Litchfield Ford Location(s): Litchfield, Connecticut

How many people participated in this meeting? 6

What is your vision?

Customer for life Gross prafit domination | Both Other

Explain:
Communication processes between our staff and customers.

Identify a minimum of three strengths, weaknesses, opportunities, and threats.

Strengths Weaknesses

-Good lead traffic from current marketing strategies -Lack of experience on the sales floor

-Very loyal and repeat customer base that has been built |-Training practices not currently in place
over the past 35 years
-Not enough sales people
-Young and motivated staff

Opportunities Threats

-Implementing better training practices that are consitent, [-Not having enough time in the day to properly train due

effective, and repeatable. to being short staffed
-Having the right people in place -Coming up with an effective plan that works well for our
entire staff

-Building on the great foundation we already have
-Keeping staff engaged as we try to grow them
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How will you improve or solidify your strengths?

We currently have a great foundation built for our dealership. We have a core group of individuals in sales that have
been with us since 2019. We have built the sales floor around those 3 people as they are the kind of people that best
represent Litchfield Ford. We have great internet lead and phone traffic on a daily basis, but we are not always as
effective as we need to be. If we can rework how we handle communications with our current oppurtunities | think it will
only help improve our business. Our final strenght is that we have a young, energetic, and motivated staff that show
such great potential in our business. It is a very exciting time in our industry!

How will you address and improve any weaknesses?

When | returned from NADA week 5 | wrote down this weekness after our phone mystery shop. We called our
dealership and the sales consultant answered the questions we asked, but did not as us any questions in return. | have
always had the mindset that as a sales consultant you are almost a detective. It is important to answer customer's
guestions, but you must ask just as many if not more in return. The more we know about the customer and their needs
than we can effectively help them purchase a new vehicle. This has come from lack of experience on our sales floor.
We currently do not have anyone that has sold vehicles Pre-Covid. So we must move from being order takers and back
to sales people!

Training was very minimal in the last 3 years due to being so busy and not taking much to sell a vehicle. The products
were doing all the work for us! January of 2023 we began implementing a training session into our saturday morning
meeeting. It has been almost an open discussion instead of a cemented training guide. We are working through the best
way to do this.

We are still pretty short staffed. Pre covid we had 6 sales people. Since 2020 we have been rolling with 3 guys that do
15-20 a month each. | found that this keeps the guys engaged and always active. We are now down to 2 as we lost one
to becoming a service advisor. So it has been tough only having 2 people on the floor selling 60-80 units a month. This
has resulted in no down time for our people, which in turn is minimal time for training.
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How will you maximize or improve your opportunities?

In our monday morning manager meetings we have made an emphasis to go over how many leads we got over the last
week, showroom visits, and final sold.

For Example:

79 Leads, 32 Duplicates, 2 Bad, 4 Lost= 41 Active Leads.
Out of 41 Leads we made 15 Appointments for 36%.

Out of those 15 Appointments we sold 9 for 21%.

20 Showroom Visits for the week.
Greg 3 Visits/ Sold 1

Nick 2 Visits/ Sold 0

Patrick 15 Visits/ Sold 9

20 Visits and we sold 10 for 50%

My main metric we are looking at here weekly is the leads to appointments made. We have a good closing ratio if we
can get people in the door!

With proper phone training and a better email response generation | think we can improve this metric.

How will you address and overcome any threats?

Hopefully by hiring more people it can offer the other people more time to train as needed. We are in process of creating
a better training program for new hires. This should help the onboarding process. | spoke with the guys from Lafontaine
a few times after class because | was so impressed with their onboarding process/ career vision. We are a very small
store in comparison, but | think thier actions are very valuable. | am hoping to have this all in place by end of May. This
should really help grow our company from within. For many years we have struggled to hire managers. | do not think we
will need to hire a manager in the future due to growing our people from within.
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What is your expected time frame to achieve desired results? Months? By what date?

We are currently running between 25%-40% leads converted into showroom appointments. | am not sure what NADA
guide is for that metric, but | think its very attainable to get this up to 50% average. By end of April 40% every week, by
end of may 45% average weekly, and by end of June | hope to be at 50% weekly average.

What performance metric will you track to determine successful change? PVR? Products per? CSI?

As stated above we will be tracking the metrick of Leads to Appointment conversion %. We have always closed at a
high percentage with showroom visits. So in turn the more people we can work into the door the more vehicles we can
turn. | am very excited to be tracking this metric and see it improve with better practices.

Who participated in this SWOT?

Name Title

Mitch Hill Operations Manager
Name Title

Dan Ciriello Sales Manager
Name Title

Nick Massaro Used Car Manager
Name Title

Nick Errington F&I Manager
Name Title

Signed Date

Signed by dealer Management Date

Mitchell Hill 3/27/22
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