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e Specific @ 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?

Our goal is to implement a process to accurately track lost sales. We will train, certify, and
coach our counter attendants to accuratley track lost sales by end of December 31 2023.

BOTTOM LINE: Benefits of Achieving Your Goal Consequences of Not Achieving Your Goal

- Better/ accurate information - Becoming complacent

- Better managment of parts - DMS is not accurate

- Increase FTFR - Not up to date on what's in demand in the
- Better CSI market

- Lower loaner car expense - Frustrated Techs/ service advisors

- Increase Moral - lower moral

- Increase profitability

August 1st 2023
When will you start?

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

Utilize the lost sales calculator provided by NADA to measure the accuracy.
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What specific actions will you take to achieve your goal? Who can help you?

Brian pointed out that using spiffs, or demanding their implementation, can be challenging as
the information will not be reliable.

The first step is to ensure our parts manager understands and appreciates the benefits of
accurately monitoring lost sales. After securing his commitment, we will train our counter staff.
Once we believe they fully comprehend the significance of this process, we will certify them to
input the data. Finally, we will provide ongoing guidance. Reviewing lost sales will be a

monthly coaching metric that they will discuss with the parts manager, who will then relay this
information to the General Manage

Potential Challenges? Potential Solutions?
- Buyin Starts with the top. Need buyin from GM,
- Complacency followed by parts manger.

- Turnover

- Getting parts staff to comprehend the
importance, affect it could have in GP,
which will naturally increase their pay.
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The first step is to ensure our parts manager understands and appreciates the benefits of accurately monitoring lost sales. After securing his commitment, we will train our counter staff. Once we believe they fully comprehend the significance of this process, we will certify them to input the data. Finally, we will provide ongoing guidance. Reviewing lost sales will be a monthly coaching metric that they will discuss with the parts manager, who will then relay this information to the General Manage
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- Getting parts staff to comprehend the importance, affect it could have in GP, which will naturally increase their pay. 




