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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.”

I will help decrease the amount of SOP's sitting on the shelf from 30 items to 10 items by
June 30.

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?

This goal will help support our dealer's vision by supporting 2 of the 4 stars in our motto. Our
dealership name is Four Stars Auto Ranch and stands for Sales, Selection, Service and
Satisfaction. If we call and/or text the customers more often, we can set up an appointment
for them to come in and get the customer taken care of. One of the benefits of achieving this
goal is that we have less SOP's sitting on the shelf. Another benefit is that we can make
more gross profit as soon as the parts ticket is closed out. One of the consequences of not
achieving this goal is that the part continues to sit on the shelf and the customer is not
satisfied with our service. Another consequence is that the sitting SOP sits there and cost
the parts department money. This goal is important to me because | was very disappointed
with the amount of SOP inventory we have sitting on our shelves. | was also disappointed
when | found out how the process worked and the lack of follow up if the employee wasn't
able to make contact with the customer on the first try.
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What specific actions or steps will you take to accomplish your goal? What will you do differently or improve?

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?
Part Arrives Call Customer Parts Advisor Make Contact Day It Arrives |_
No Answer Text Customer Parts Advisor Make Contact Same Day [
Day 2 Follow Up | Call Customer Parts Advisor Make Contact Day 2
Day 2 Follow Up | Text Customer Parts Advisor Make Contact Day 2
Day 3 Follow Up | Call Customer Parts Manager Make Contact Day 3
Day 3 Follow Up | Text Customer | Parts Manager Make Contact Day 3
Day 4 Follow Up | Call Customer | Service Advisor | Make Contact Day 4
Day 4 Follow Up | Text Customer | Service Advisor | Make Contact Day 4
Day 5 Follow Up | Call Customer | Service Manager | Make Contact Day 5
Day 5 Follow Up | Text Customer | Service Manager| Make Contact Day 5

Contact Made

Phone Call

Parts Advisor

Set Appt.

Contact Made

Text

Parts Advisor

Set Appt.

L

©2022 National Automobile Dealers Association. All Rights Reserved.




NADA c.n

PARTS HOMEWORK — ACTION PLAN

!

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

This process can be easily tracked with an excel sheet. The excel sheet will be a shared file
on Parts computer's, Service Advisor's computers, Service Manager's computer and GM's
computer. This excel sheet will be checked on every day as it is easily accessible.

Potential Obstacles? Potential Solutions?
1. People got busy and didn't check 1. Have Service Manager check with
2. Customer was called or texted by Parts Manager everyday and see who is
multiple people on the same day being called or texted
3. Somebody was off and it was their 2. Set aside certain times of day for this
turn to reach out to be done

3. Have a weekly meeting and follow up
on excel sheet and see how we are
improving

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

The financial impact, if we achieve this goal, would be around $5000 additional gross profit a
month in parts.

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.

We will have a meeting every Friday morning and go over the excel sheet in parts. We will
find out if we need to adjust from the phone calls and texts and add another mean of

communciation.
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