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PARTS HOMEWORK — ACTION PLAN
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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.”

o000

Getting customers Name, info requested, contact information, and ask for sale on incoming
sales calls. Phone sheets. Change in tone when anwering calls

SPO keeping up to date and clean; Excell spread sheet to all everyone to view. Updated
dailsy
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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

We don't do any phone training on counter sales. We train all other people taking calls.
Benefit: More confident when talking to customers, smiling on the phone, return customers,
more sales, less time relooking up information when customer comes in.

If we didnt' change we would get the same results. Results were embarasing how we were
on the phone.

Increasing over the counter sales. Improved skills for our counter sales.

Keeping the flow moving, cars off the lot quicker, requiring payment on SPO parts.

Making accountable for advisors to keep customers updated by phone or text which we
implemented Text to drive.

If we don't implement changes we will have old parts on shelf, monies held up. We have
clean shelves clean inventory and happy customers

Keep shelves clean, happy customers, if we don't we end up paying out of pocket for
accesories that come in that they didn't know they were coming in. So we stop paying after
the sale

©2020 National Automobile Dealers Association. All Rights Reserved. 1



NADA coon

———
e
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?
phone training phone sheets Carl, Dylan, using Snaps 3/31/2023 3/17/2023 | ] |
Tommy
Spreadsheet employee Service Parts | keeping 30 days 04/30/23 03/31/2023 ]
Lindatad dailv narticinatinn Criz nr loce
LPO list parts updating Dylan Griz keep updated 04/30/23 04/08/2023 ]
incnminn dailv

L
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How will you track your progress? Where will you find the information? How often will you check in?
Parts Calls: Mystery shop, listen to their calls when in parts; Daily weekly walk thru's

SPO: weekly check on status, spread sheet handed to advisors to get update on customer
status.

LPO : excell updates, weekly updates

Potential Obstacles? Potential Solutions?
Don't want to change attitude and doing it with them
Excuses on how they tried to contact we implemented texting option and

getting customers to reply

forgetting to contact customers

i follow up with advsors and or contact
the customer mysefl to get them in

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

0000

$2500 more per month in over the counter sales

$closing out tickets can very on customer pay/warranty/recall
Service aeftina naid on | PO from PDI that wasn't comnleted

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.

Constant obervations, expectations, repeat on training, giving them thanks and gratitude for
the good work they're doing.
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	How does this goal align with or support your dealers vision: Getting customers Name, info requested, contact information, and ask for sale on incoming sales calls. Phone sheets. Change in tone when anwering calls 



SPO keeping up to date and clean; Excell spread sheet to all everyone to view. Updated dailsy



LPO's in stock wating keep clean get on vehicles: I will keep weekly upkeep with parts and service on sold and in stock units 
	1: We don't do any phone training on counter sales. We train all other people taking calls. 

Benefit: More confident when talking to customers, smiling on the phone, return customers, more sales, less time relooking up information when customer comes in. 



If we didnt' change we would get the same results. Results were embarasing how we were on the phone.



Increasing over the counter sales. Improved skills for our counter sales. 







Keeping the flow moving, cars off the lot quicker, requiring payment on SPO parts. 



Making accountable for advisors to keep customers updated by phone or text which we implemented Text to drive.  

If we don't implement changes we will have old parts on shelf, monies held up. We have clean shelves clean inventory and happy customers



Keep shelves clean, happy customers, if we don't we end up paying out of pocket for accesories that come in that they didn't know they were coming in. So we stop paying after the sale
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SPO: weekly check on status, spread sheet handed to advisors to get update on customer status. 



LPO : excell updates, weekly updates
	A_2: Don't want to change



Excuses on how they tried to contact





forgetting to contact customers 
	A_3: attitude and doing it with them



we implemented texting option and getting customers to reply 





i follow up with advsors and or contact the customer mysefl to get them in
	R: $2500 more per month in over the counter sales

$closing out tickets can very on customer pay/warranty/recall

Service getting paid on LPO from PDI that wasn't completed 
	S: Constant obervations, expectations, repeat on training, giving them thanks and gratitude for the good work they're doing. 
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