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How many people participated in this meeting?

What is your vision?

Customer for life Gross profit domination | Both Other

]
Explain:

It is the role of the F&I department to maximize profit wherever possible but not at the expense of the customer
relationship. At our store, the finance manager's profit is limited by our reasonable pricing caps. While they are
expected to maximize each deal, they are expected to make each and every transaction a memorable experience. The
presentation, the meeting, the pitch, and the farewell must be impressive and carried out with the goal of enchanting the
customer by the experlence With this as a vision, we will be abIe to continue to move the needle and ensure that our
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Identify a minimum of three strengths, weaknesses, opportunities, and threats.

Strengths Weaknesses

1: Three out of the four are great earners (the fourth just | 1: Paperwork not being processed into accounting

started so it's early). promptly

2: All are diligent about ensuring all paperwork is 2: Poor follow up on bank drafts, outstanding money due,
signed/scanned and in compliance. and title/tag

3: All are willing to go on T.O. and happy to get involved at| 3: Products per deal is way too low

the desk/on the floor. 4: Too slow getting customer in the office

4: We have a diverse collection of individuals: varying 5: Too much complaining and not enough effort with cash
ages, races, sizes, and accents which appeals to a deal

broader customer base. 6: Not enough rapport being built with sales team

5: Very willing to learn and grow and all are competitive

Opportunities Threats

1: Floor interview with the customer & more touches 1: Finance managers being poached by a more desirable
during the wait to go to the finance office brand (for the role), facility, or payplan.

2: "Finding the deal" by recognizing when there is a buyer | 2: Interest rate fluctuation -- Significantly higher which
that requires special assistance and working with the limits capacity

customer/sales tower to structure and land on the right 3: Credit unions and personal fund transactions are
vehicle. increasing

3: Increasing product penetration on cash deals 4: FTC

4: Conduct finance- sales training with the sales floor 5: Potentially a job role that is phased out industry-wide in
5: Increase the PVR in new $2500 and $2000 in used by |time

EoY 2023.
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How will you improve or solidify your strengths?

| am a firm believer that classroom training is NOT the most effective way to train an F&l team to move the needle. The
finance director will conduct daily "huddles" with each finance manager individually and conversationally discuss
scenarios and closes in an informal and comfortable setting. "Watercooler hangouts,” "smoke breaks," and meals in the
office are far and away the best way to TRAIN the finance team as they will always openly discuss, complain, and brag
about deals and how they approach them. In addition to this informal style of training, the finance director will T.O. any
deal where the finance manager is unable to sell a product (even after offering an initial discount/package). With early
intervention the talents of the director will be put to more direct use in holding additional gross or through increasing the
products per deal count. We will utilize their competition and their camaraderie to motivate them and act as their
continuous catalyst for growth.

How will you address and improve any weaknesses?

Finance managers are now required to touch the customer a minimum of once if not twice prior to the customer going to
the F&I office. Our biggest weakness is the drain of waiting for finance and having no touch point for the 25 minutes
between completing the folder with the salesman and going to the finance office. Furthermore, the sales tower will load
the deal and push it to Route One allowing the finance manager to verify and correct versus taking the additional time to
enter in all the information.

The Finance director will have daily meetings with each finance manager to review every deal on the CIT and not sent to
accounting to discover any issues early and ensure that paperwork is processed quickly and without error. The finance
director is also going to reduce his deal count and focus more on the admin portion of the job which will assist accounting
in processing the deal smoothly. In addition, the finance director (when in store) is brought into the deal the minute the
sales tower discovers the customer is paying cash. By involving finance early, they now have an opportunity to take a
T.0. and inquire as to why the customer is not financing with us, what can be done to change that, and to offer a
discount to get the customer to finance. There is a higher risk of early payoffs, but we are very transparent with the
customers and are open about their ability to pay it off. We appeal to their humanity and explain how it benefits the
salesman and the dealership and we have found our transparency is decreasing the early payoffs.
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How will you maximize or improve your opportunities?

The key to maximizing our biggest opportunity is to increase touch points (interview, finance T.O, or chit-chat in
showroom) with the customer prior to their visit to the F&I office. By doing this, we will significantly expedite the process
and increase rapport as finance managers move faster when comfortable or excited for a deal. The finance department
will be doing weekly 15 minute trainings with the sales team covering topics such as product endorsement, cash
conversion, and that our financing options are "second to none" These trainings serve as a great bonding experience
between the sales and finance team but also make for smoother customer handoffs and encourages the sales team to
utilize finance managers. While we do utilize a fair rotation, | encourage finance managers to "poach" a deal that they
see opportunity in on the sales floor. By increasing the number of box closes and decreasing the amount of information
discussed on the sales floor, finance is able to work the complete deal and maximize total gross profit to our goals of
$2500 in new and $2000 in used.

How will you address and overcome any threats?

| believe the key to success out of the finance department (in addition to the right personnel) is the store's strategy and
process of working deals. In many store finance managers are paper pushers, where the deal has been
submitted/approved, and the payment agreed upon before the customer enters the office. That is not a strategy | believe
maximizes your gross out of the F&I department and as such, my finance managers are extremely involved and deals
go back 95% of the time with purely a selling price, out the door, or a payment "goal" that they will buy the vehicle if we
are able to get close enough. A standard practice for us is being willing to increase on trade or discount the vehicle if the
customer is willing to finance with us (this has become significantly more effective with interest rates fluctuating so
frequently). The biggest threat to any finance department is another dealer poaching your talent. My execution of the
above strategies, my individual relationships with the finance department, and my determination that finance will be the
income generator of the sales department ensures that when dealers come knocking, when the grass seems greener, or
when times get tough, my finance team never leaves. Treatment, empathy, and rewarding top performers will always be
the magic when it comes to retaining talent.

Between the FTC and the growing opinion that finance is not an essential piece within the dealership, it would not
surprise me to see many groups eradicate the position altogether. | think it would make me a poor operator to make a
blanket statement that | will always have F&I in my dealership... While | find them a critical piece to the variable
operation, there is data that suggests the dealership profits more by reducing the expense. As this becomes more
prevalent, | think we will have a better sense of its validity on a large scale or within a high volume operation. All you can
do with the FTC is fight with NADA and play by their rules when we lose. We will do the same thing we have done as an
industry for 100 years... We will adapt!
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What is your expected time frame to achieve desired results? Months? By what date?

The ultimate goal is to hit these targets by the close of December in 2023 and we officially started May 1st. While F&l
numbers are reviewed daily and weekly, here is a chart breaking down what the actual goal is and by when:
Date of Review Months in Review Target New PVR Target Used PVR

May 2023 2023 YTD $1,800 $1,600

July 2023 May-June 2023 $1,950 $1,700
September 2023 July-August 2023 $2,200 $1,800
November 2023 September-October 2023 $2,350 $1,900

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

I will be evaluating PVR, Products per deal, CSl, and Vehicle Service contract penetration as we continue to raise the
bar and close in on our PVR targets. It will be important to keep the focus on PPD as we make the push on the PVR
because weak finance managers will take reserve in lieu of products which are more beneficial to the customer. We
are also going to track VSC penetration as it is the product that we can make the most gross in addition to being the
most beneficial to the customer.

Who participated in this SWOT?

Name Title

Matthew Aglio General Manager
Name Title

Howard Hubbard Finance Director
Name Title

Melky Doh Finance Manager
Name Title

Leo Sediqi Finance Manager

Name Title
Ayoub Lahrim Finance Manager
Signed Date
5/10/23
Signed by dealer Management Date
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	Dealership: Ourisman Kia of Fairfax
	Locations: VA (MD)
	How many people participated in this meeting: 6
	Explain: It is the role of the F&I department to maximize profit wherever possible but not at the expense of the customer relationship.  At our store, the finance manager's profit is limited by our reasonable pricing caps.  While they are expected to maximize each deal, they are expected to make each and every transaction a memorable experience.  The presentation, the meeting, the pitch, and the farewell must be impressive and carried out with the goal of enchanting the customer by the experience.  With this as a vision, we will be able to continue to move the needle and ensure that our customer's experience dictates a repeat purchase and is regularly in for service.
	Strengths_2: 1: Three out of the four are great earners (the fourth just started so it's early).
2: All are diligent about ensuring all paperwork is signed/scanned and in compliance.
3: All are willing to go on T.O. and happy to get involved at the desk/on the floor.
4: We have a diverse collection of individuals: varying ages, races, sizes, and accents which appeals to a broader customer base.
5: Very willing to learn and grow and all are competitive
	Weaknesses_2: 1: Paperwork not being processed into accounting promptly
2: Poor follow up on bank drafts, outstanding money due, and title/tag
3: Products per deal is way too low
4: Too slow getting customer in the office
5: Too much complaining and not enough effort with cash deal
6: Not enough rapport being built with sales team
	Opportunities: 1: Floor interview with the customer & more touches during the wait to go to the finance office
2: "Finding the deal" by recognizing when there is a buyer that requires special assistance and working with the customer/sales tower to structure and land on the right vehicle.
3: Increasing product penetration on cash deals
4: Conduct finance- sales training with the sales floor
5: Increase the PVR in new $2500 and $2000 in used by EoY 2023.
	Threats: 1: Finance managers being poached by a more desirable brand (for the role), facility, or payplan.
2: Interest rate fluctuation -- Significantly higher which limits capacity
3: Credit unions and personal fund transactions are increasing
4: FTC 
5: Potentially a job role that is phased out industry-wide in time
	How will you improve or solidify your strengths: I am a firm believer that classroom training is NOT the most effective way to train an F&I team to move the needle.  The finance director will conduct daily "huddles" with each finance manager individually and conversationally discuss scenarios and closes in an informal and comfortable setting.  "Watercooler hangouts," "smoke breaks," and meals in the office are far and away the best way to TRAIN the finance team as they will always openly discuss, complain, and brag about deals and how they approach them.  In addition to this informal style of training, the finance director will T.O. any deal where the finance manager is unable to sell a product (even after offering an initial discount/package).  With early intervention the talents of the director will be put to more direct use in holding additional gross or through increasing the products per deal count.  We will utilize their competition and their camaraderie to motivate them and act as their continuous catalyst for growth. 



  
	How will you address and improve any weaknesses: Finance managers are now required to touch the customer a minimum of once if not twice prior to the customer going to the F&I office.  Our biggest weakness is the drain of waiting for finance and having no touch point for the 25 minutes between completing the folder with the salesman and going to the finance office.  Furthermore, the sales tower will load the deal and push it to Route One allowing the finance manager to verify and correct versus taking the additional time to enter in all the information.

The Finance director will have daily meetings with each finance manager to review every deal on the CIT and not sent to accounting to discover any issues early and ensure that paperwork is processed quickly and without error.  The finance director is also going to reduce his deal count and focus more on the admin portion of the job which will assist accounting in processing the deal smoothly.  In addition, the finance director (when in store) is brought into the deal the minute the sales tower discovers the customer is paying cash.  By involving finance early, they now have an opportunity to take a T.O. and inquire as to why the customer is not financing with us, what can be done to change that, and to offer a discount to get the customer to finance.  There is a higher risk of early payoffs, but we are very transparent with the customers and are open about their ability to pay it off.  We appeal to their humanity and explain how it benefits the salesman and the dealership and we have found our transparency is decreasing the early payoffs.
	How will you maximize or improve your opportunities: The key to maximizing our biggest opportunity is to increase touch points (interview, finance T.O, or chit-chat in showroom) with the customer prior to their visit to the F&I office.  By doing this, we will significantly expedite the process and increase rapport as finance managers move faster when comfortable or excited for a deal.  The finance department will be doing weekly 15 minute trainings with the sales team covering topics such as product endorsement, cash conversion, and that our financing options are "second to none"  These trainings serve as a great bonding experience between the sales and finance team but also make for smoother customer handoffs and encourages the sales team to utilize finance managers.  While we do utilize a fair rotation, I encourage finance managers to "poach" a deal that they see opportunity in on the sales floor.  By increasing the number of box closes and decreasing the amount of information discussed on the sales floor, finance is able to work the complete deal and maximize total gross profit to our goals of $2500 in new and $2000 in used.
	How will you address and overcome any threats: I believe the key to success out of the finance department (in addition to the right personnel) is the store's strategy and process of working deals.  In many store finance managers are paper pushers, where the deal has been submitted/approved, and the payment agreed upon before the customer enters the office.  That is not a strategy I believe maximizes your gross out of the F&I department and as such, my finance managers are extremely involved and deals go back 95% of the time with purely a selling price, out the door, or a payment "goal" that they will buy the vehicle if we are able to get close enough.  A standard practice for us is being willing to increase on trade or discount the vehicle if the customer is willing to finance with us (this has become significantly more effective with interest rates fluctuating so frequently).  The biggest threat to any finance department is another dealer poaching your talent.  My execution of the above strategies, my individual relationships with the finance department, and my determination that finance will be the income generator of the sales department ensures that when dealers come knocking, when the grass seems greener, or when times get tough, my finance team never leaves.  Treatment, empathy, and rewarding top performers will always be the magic when it comes to retaining talent.  

Between the FTC and the growing opinion that finance is not an essential piece within the dealership, it would not surprise me to see many groups eradicate the position altogether.  I think it would make me a poor operator to make a blanket statement that I will always have F&I in my dealership... While I find them a critical piece to the variable operation, there is data that suggests the dealership profits more by reducing the expense.  As this becomes more prevalent, I think we will have a better sense of its validity on a large scale or within a high volume operation.  All you can do with the FTC is fight with NADA and play by their rules when we lose. We will do the same thing we have done as an industry for 100 years... We will adapt!
	What is your expected time frame to achieve desired results Months By what date: The ultimate goal is to hit these targets by the close of December in 2023 and we officially started May 1st.  While F&I numbers are reviewed daily and weekly, here is a chart breaking down what the actual goal is and by when:
Date of Review	Months in Review	       Target New PVR	Target Used PVR
May 2023	                2023 YTD	                $1,800	             $1,600
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	What performance metric will you track to determine successful change PVR Products per CSI: I will be evaluating PVR, Products per deal, CSI, and Vehicle Service contract penetration as we continue to raise the bar and close in on our PVR targets.  It will be important to keep the focus on PPD as we make the push on the PVR because weak finance managers will take reserve in lieu of products which are more beneficial to the customer.  We are also going to track VSC penetration as it is the product that we can make the most gross in addition to being the most beneficial to the customer.
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