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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.”

Conduct 5 trainings (1 per month) with the parts counter team on enhancing sales phone
calls. Management will listen in on 5x random calls per parts counter person, per month, for
5-months and provide direct feedback.

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?

We are a family-owned and operated business that focuses on the customer experience and
customer satisfaction. The mock phone call exercise opened my eyes to how inexperienced
our parts team is in selling due to lack of proper training and feedback. While the team is
very tenured and knows product experts, we need to focus on training on the soft skills that
are vital when speaking with customers.

Enhancing our sales phone calls across our parts department will not only enhance our
bottom line, but it will also increase customer retention. If we do not properly train our parts
team, we will continue to miss opportunities and customer acquisitions. Customers will
continue to go elsewhere when we don't handle parts sales properly. Without proper
guestioning, value-selling, and follow up, we will continue to let opportunities pass us by.

This is important to me because | come from a sales background. This is such a low-cost
initiative with such high return. In addition, most of our parts team has been with us for
multiple years, and | think it's imperative to continue to develop and invest in your
employees - it's mutually beneficial!
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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?
Establish VIN Solutions Brad 7/31 |
racnrdinn_cvetam
Review calls to Brad 7/31
detarmine
Create best BDC/Brad/Casey/ 7131
nracticec niiida NMarle
Recruit BDC/Brad 7/15
RN /calac tn lat
Create Brad/Marshal 7/31
crrrictiliim far
Create template Brad 8/31
for feedhaclk
Management VIN Solutions Brad/Marshal 8/1/23 to
licten in nn Ry 12/21/2
Review sessions Brad 8/1/23 to
with direct rennrte 12/21/2
Track follow ups | VIN Solutions Brad Each month end

in tha CRM each

Have

cnlintarnarcnn

Parts Counter

Toam

1x per month

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

Management will provide written feedback to each parts counterperson on the 5x calls per
month that were listened to. Month over month progress will be tracked for each parts team
member. We will use our CRM, Vin Solutions, for call recordings that management will
review.

In addition, we will start running month reporting through Vin Solutions on customer calls and
outcomes to track conversion rates and success more explicitly.

Potential Obstacles? Potential Solutions?
The team is so busy and doesn't have Determine incentive program for parts
bandwidth for training. The training team and management based on VIN
curriculum will fall to the wayside. reports to encourage continual
improvement.

Training new team members if there is
unforeseen turnover. Make a best practices sheet so that it
can be taught during onboarding.

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

Estimated that we'll increase our Counter Retail sales efficiency by 35% which will result in
$4,000 in additional revenue per month.

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.

Have better defined individual counter person goals and behaviors for the year. Provide
monthly reportings to each team member on phone conversations.
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	How does this goal align with or support your dealers vision: Conduct 5 trainings (1 per month) with the parts counter team on enhancing sales phone calls. Management will listen in on 5x random calls per parts counter person, per month, for 5-months and provide direct feedback. 
	1: We are a family-owned and operated business that focuses on the customer experience and customer satisfaction. The mock phone call exercise opened my eyes to how inexperienced our parts team is in selling due to lack of proper training and feedback. While the team is very tenured and knows product experts, we need to focus on training on the soft skills that are vital when speaking with customers. 



Enhancing our sales phone calls across our parts department will not only enhance our bottom line, but it will also increase customer retention. If we do not properly train our parts team, we will continue to miss opportunities and customer acquisitions. Customers will continue to go elsewhere when we don't handle parts sales properly. Without proper questioning, value-selling, and follow up, we will continue to let opportunities pass us by. 



This is important to me because I come from a sales background. This is such a low-cost initiative with such high return. In addition, most of our parts team has been with us for multiple years, and I think it's imperative to continue to develop and invest in your employees - it's mutually beneficial! 
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	A: Management will provide written feedback to each parts counterperson on the 5x calls per month that were listened to. Month over month progress will be tracked for each parts team member. We will use our CRM, Vin Solutions, for call recordings that management will review. 



In addition, we will start running month reporting through Vin Solutions on customer calls and outcomes to track conversion rates and success more explicitly. 
	A_2: The team is so busy and doesn't have bandwidth for training. The training curriculum will fall to the wayside.



Training new team members if there is unforeseen turnover. 
	A_3: Determine incentive program for parts team and management based on VIN reports to encourage continual improvement. 



Make a best practices sheet so that it can be taught during onboarding. 
	R: Estimated that we'll increase our Counter Retail sales efficiency by 35% which will result in $4,000 in additional revenue per month. 
	S: Have better defined individual counter person goals and behaviors for the year. Provide monthly reportings to each team member on phone conversations.  
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