NADA oo

PARTS HOMEWORK — ACTION PLAN

o Specific m Measurable o Relevant o Time bound

ll

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

To install a call guide into our phone handling protocol for all parts associates that handle
inbound calls.

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?

Parts week and the mystery shops we did were an eye opener to say the least. There is so
much opportunity to improve and a call guilde will be a great springboard toward doing so

©2020 National Automobile Dealers Association. All Rights Reserved.



NADA coon

———

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?
Create call guide | Collaboration All 3 Directors A strong call 03/31/2023 | |
niidea
Print call guide Print shop Blazing Visuals | Delivery within 1 04/07/2023
weale
Ditribute/train on Buy in Directors/Parts | Compliance/Com 04/14/2023
nidea Mananar nitanco
Ongoing training Persistence Directors/Parts Msstery of the 06/01/2023
Mananer aide

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

0000

Once the call guide has been settled on by all Directors involved it will be implemented as
the parts counter.

Potential Obstacles? Potential Solutions?
Lack of embracing change Sell the value
Fear of accountability Show them how this will help and be

gentle with constructive critisim
Poor ongoing training and strssing the
use of the guide Be consistent with holding all
accountable

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

0000

Unfortunately we have not measured calls nor their results. | believe this can absolutely have
a 4 figure monthly effect at the beginning and can grow from there.

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.

Continuous management of the new process including mystery shopping, holding those that
use it accountable and holding those that do not use it accountable.
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Fear of accountability



Poor ongoing training and strssing the use of the guide
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Show them how this will help and be gentle with constructive critisim



Be consistent with holding all accountable
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