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e Specific m Measurable 0 Relevant 0 Time bound

What is your goal? What do you want to achieve? From what metric? To what metric? By what date?

Sales goal; see attached.

To create cohesion throughout the entire dealership, between all team members, from every
department. Communication. Receive the "Heart in Hand" award by assisting our community.
Support my managers to help them achieve all our goals and assure success.

BOTTOM LINE: Benefits of Achieving Your Goal Consequences of Not Achieving Your Goal
Happy employees (unity, loyalty, efficiency.) Employee turnover.
Satisfied customers. Lack of customer confidence.
Higher NPS, SQI, CSI scores. Bad reviews, surveys.
Faster turnaround time in all departments. Loss of Dealer status or rewards, possible

future competition in town.
Receiving the "Heart in Hand" award by
being more than just a car dealership. Becoming just "another" car dealership.

Being recognized by our community as a
family business.

Actively working toward these goals.
When will you start?

How will you gauge your progress? When? Using which metrics?

By following up with staff, reviewing NPS, SQI, CSI, and reviews daily.

Speaking with customers to get their feedback and see how their experience with the
dealership has been.

Speaking with other departments and department heads to see how communication with my

staff has been going.
By earning the "Heart in Hand" award.
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What specific actions will you take to achieve your goal? Who can help you?

Communicate with my managers and staff daily, assuring them that | will make myself
available to help them with all problems, to handle every situation in a timely manner.

Instill confidence and empower employees to come up with solutions to handle problems on
their own, by giving them word tracks and tools to use. Again, insuring them that they can
come to me to get any problem or situation resolved.

Reviewing Sales and F&l numbers daily.

Speaking to customers, congratulating, thanking them at the time of purchase, letting them
know they can contact me at any time in the future, if they have issues or concerns. Ensuring
we have earned the customers referral for future business. (Book, Bag, and Business Card.)

Getting out from behind my desk, walking the floor, going through different departments, and
engaging the staff so they know | am approachable.

Being active, participating in Events and Happenings in our community to show our support.

Who can help who can help? Rachel Reeves, our Love Promise Champion.
All Sales and F&l managers can assist by reinforcing these practices.

Potential Challenges?

Attitudes.
Complacency.

Employees feeling, they are being
micromanaged or can't handle situations on
their own.

Other department heads thinking that | am
overstepping by trying to bring everyone
together.

Potential Solutions?

Assuring everyone that we are doing this to
be a team, for the good of the store and the
satisfaction of our customers.

Rewarding employees for their
extraordinary work and great customer
service.

Be a positive example and leader.

Thanking employees, encouraging their
input and problem solving.
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	1: Sales goal; see attached.



To create cohesion throughout the entire dealership, between all team members, from every department. Communication. Receive the "Heart in Hand" award by assisting our community.

Support my managers to help them achieve all our goals and assure success.




	1_2: Happy employees (unity, loyalty, efficiency.)



Satisfied customers. 



Higher NPS, SQI, CSI scores.



Faster turnaround time in all departments.



Receiving the "Heart in Hand" award by being more than just a car dealership. 



Being recognized by our community as a family business.
























	1_3: Employee turnover.



Lack of customer confidence.



Bad reviews, surveys.



Loss of Dealer status or rewards, possible future competition in town.



Becoming just "another" car dealership. 




	When will you start: Actively working toward these goals.
	1_6: By following up with staff, reviewing NPS, SQI, CSI, and reviews daily.



Speaking with customers to get their feedback and see how their experience with the dealership has been.



Speaking with other departments and department heads to see how communication with my staff has been going. 

By earning the "Heart in Hand" award.
	1_8: Communicate with my managers and staff daily, assuring them that I will make myself available to help them with all problems, to handle every situation in a timely manner. 



Instill confidence and empower employees to come up with solutions to handle problems on their own, by giving them word tracks and tools to use.  Again, insuring them that they can come to me to get any problem or situation resolved. 



Reviewing Sales and F&I numbers daily.



Speaking to customers, congratulating, thanking them at the time of purchase, letting them know they can contact me at any time in the future, if they have issues or concerns. Ensuring we have earned the customers referral for future business. (Book, Bag, and Business Card.)



Getting out from behind my desk, walking the floor, going through different departments, and engaging the staff so they know I am approachable.



Being active, participating in Events and Happenings in our community to show our support. 





Who can help who can help? Rachel Reeves, our Love Promise Champion.  

All Sales and F&I managers can assist by reinforcing these practices.



 
















	1_9: Attitudes.



Complacency.



Employees feeling, they are being micromanaged or can't handle situations on their own.



Other department heads thinking that I am overstepping by trying to bring everyone together.




	1_11: Assuring everyone that we are doing this to be a team, for the good of the store and the satisfaction of our customers.



Rewarding employees for their extraordinary work and great customer service.



Be a positive example and leader.



Thanking employees, encouraging their input and problem solving.


