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PARTS HOMEWORK — ACTION PLAN

9 Specific m Measurahle 0 Relevant ° Time bound
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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.”

o000

| want to improve our parts website experience for our customers by 8/31/2023. Specifically,
| want to

1)seperate Parts from Service tab

2)Improve the online parts order experience from the online info submit form to online,
interactive ordering cataloge(Dreamshop)

3)Update the Parts info to be current, releavant, and all links functioning as they should.

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?

R

This goal will help us improve our parts sales while expanding our market reach. It will
create a better customer experience, which should improve our customer retention. Will help
us order more parts, increasing our return dollars. Give our parts counter personel the
chance to upsell/add more accessories and labor (Installation). Drive customer experience
that we are here to serve them however they need us to, wheter its in store, over the phone,
or on line.

Failing to meet this objective will continue to deliver a poor experience for our customers,
drive potential customers to local competitors (both aftermarket and other Honda stores).
Dead links and online lead tools that never reach our parts sales people will continue to
frustrate our customers. This will create a habit of going to other Honda stores or
aftermarkets and not give us the chance at future service and sales.
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e
What specific actions or steps will you take to accomplish your goal? What will you do differently or improve? e@ 6
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?
Analyze website | Employees and Kent Create a outline 8/1/2023 7/30/2023 | ]
tn find tha famil/ tn not nf tha naodad
Email the Website Kent to email |Donnie will begin 8/1/2023 7/131/2023 []
nooadad rhannec |eardinatnr-NDnnnia tn_adilict wahcita
Followup on Completely Donnie to correct | Hopefully donnie 8/15/2023 8/14/2023 ]
Nnnnia tn_nat raliant nn wioheita  Kant tn wiill comnaota
Audit website | Kent to check all Kent something will be 8/31/2023 8/31/2023 ]
nnre channeac infn_acciirata miccinn/nnt
Review Matt-dpsm Kent to complete | Rachel will be 8/31/2023 8/15/2023 N
droamchnn Rarhal_nartc RPachal tn ahla tn 1i1ca
Added-Additional Donnie Donnie (kent to website 8/19/2023 8/19/2023 []
follnwiin nn follown in) comnatinn
Added-Find out | Olivia (bdc mgr) Donnie Progress/report 8/28/2023 8/28/2023 ]
whan nir wehceita Nlivia-if cha nnt_ cominn from
Added-Olivia Ella-our dealer Ella/Olivia Completion! 8/30/2023 ]
wac ahla tn net incnira ran

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

I will track my process by checking the website weekly.
| will followup with Donnie to get updates on the website improvements

Potential Obstacles? Potential Solutions?
Donnie tends to not focus on Honda -Keep on Donnie. Get lan or Anthony
since we are the only Honda store in involved if | have to. Find out who our
the group and he is managing 20 website servicer is to try and facilitate
different websites. myself.
Parts director who is not adapted to the -Made sure to continually explain the
new age of our business. benefits of the system and what it can

deliver for us.
Website providers not getting items
completed in a timely manor -Get lan or Anthony involved

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

0000

The financial impact will be new found business. Adding dollars to both Parts sales and

gross, with little to no increase in expenses. Actually, in one day of the system being live, we
alreadv have created $52.72 of additional sales and $31.63 of aross. we wotild not have had

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.

Add parts to my by weekly website audit. Confirm all links are live and utilized. Add
dreamshop to my weekly SO audits. Compare SO customer listed hame to our system to
see if counter employees were able to add additional items for the customers.
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	How does this goal align with or support your dealers vision: I want to improve our parts website experience for our customers by 8/31/2023.  Specifically, I want to 

1)seperate Parts from Service tab

2)Improve the online parts order experience from the online info submit form to online, interactive ordering cataloge(Dreamshop)

3)Update the Parts info to be current, releavant, and all links functioning as they should.
	1: This goal will help us improve our parts sales while expanding our market reach.  It will create a better customer experience, which should improve our customer retention.  Will help us order more parts, increasing our return dollars.  Give our parts counter personel the chance to upsell/add more accessories and labor (Installation).  Drive customer experience that we are here to serve them however they need us to, wheter its in store, over the phone, or on line.



Failing to meet this objective will continue to deliver a poor experience for our customers, drive potential customers to local competitors (both aftermarket and other Honda stores).  Dead links and online lead tools that never reach our parts sales people will continue to frustrate our customers.  This will create a habit of going to other Honda stores or aftermarkets and not give us the chance at future service and sales.
	SPECIFIC ACTION STEPRow1: Analyze website to find the specific changes that need to be made
	NECESSARY RESOURCESRow1: Employees and family to get aditional sets of eyes on the problem.  Both in house and a customer perspective
	WHO IS ACCOUNTABLERow1: Kent
	EXPECTED RESULTRow1: Create a outline of the needed fixes
	EXPECTED COMPLETION DATERow1: 8/1/2023
	ACTUAL COMPLETION DATERow1: 7/30/2023
	SPECIFIC ACTION STEPRow2: Email the needed changes to the website coordinator
	NECESSARY RESOURCESRow2: Website cordinator-Donnie
	WHO IS ACCOUNTABLERow2: Kent to email
	EXPECTED RESULTRow2: Donnie will begin to adjust website adjusted
	EXPECTED COMPLETION DATERow2: 8/1/2023
	ACTUAL COMPLETION DATERow2: 7/31/2023
	SPECIFIC ACTION STEPRow3: Followup on Donnie to get changes made
	NECESSARY RESOURCESRow3: Completely reliant on Donnie, who has a history of not completing tasks
	WHO IS ACCOUNTABLERow3: Donnie to correct website.  Kent to followup
	EXPECTED RESULTRow3: Hopefully donnie will compete
	EXPECTED COMPLETION DATERow3: 8/15/2023
	ACTUAL COMPLETION DATERow3: 8/14/2023
	SPECIFIC ACTION STEPRow4: Audit website once changes are complete
	NECESSARY RESOURCESRow4: Kent to check all info accurate.  Use family to check for ease of use and customer perspective
	WHO IS ACCOUNTABLERow4: Kent
	EXPECTED RESULTRow4: something will be missing/not correct
	EXPECTED COMPLETION DATERow4: 8/31/2023
	ACTUAL COMPLETION DATERow4: 8/31/2023
	SPECIFIC ACTION STEPRow5: Review dreamshop process and system with Parts mgr and service mgr
	NECESSARY RESOURCESRow5: Matt-dpsm

Rachel-parts manager
	WHO IS ACCOUNTABLERow5: Kent to complete

Rachel to embrace, learn and make successfull.

Matt to train.
	EXPECTED RESULTRow5: Rachel will be able to use dreamshop, complete orders and keep system managed (for what will be an influx of orders)
	EXPECTED COMPLETION DATERow5: 8/31/2023
	ACTUAL COMPLETION DATERow5: 8/15/2023
	SPECIFIC ACTION STEPRow6: Added-Additional followup on Donnie
	NECESSARY RESOURCESRow6: Donnie
	WHO IS ACCOUNTABLERow6: Donnie (kent to followup)
	EXPECTED RESULTRow6: website competion
	EXPECTED COMPLETION DATERow6: 8/19/2023
	ACTUAL COMPLETION DATERow6: 8/19/2023
	SPECIFIC ACTION STEPRow7: Added-Find out who our website servicer rep is to try and get updates from them/make sure Donnie is handling.
	NECESSARY RESOURCESRow7: Olivia (bdc mgr)
	WHO IS ACCOUNTABLERow7: Donnie

Olivia-if she knows who

Kent to followup
	EXPECTED RESULTRow7: Progress/report not coming from donnie
	EXPECTED COMPLETION DATERow7: 8/28/2023
	ACTUAL COMPLETION DATERow7: 8/28/2023


	SPECIFIC ACTION STEPRow8: Added-Olivia was able to get the changes requested completed 
	NECESSARY RESOURCESRow8: Ella-our dealer inspire rep
	WHO IS ACCOUNTABLERow8: Ella/Olivia
	EXPECTED RESULTRow8: Completion!
	EXPECTED COMPLETION DATERow8: 
	ACTUAL COMPLETION DATERow8: 8/30/2023
	SPECIFIC ACTION STEPRow9: 
	NECESSARY RESOURCESRow9: 
	WHO IS ACCOUNTABLERow9: 
	EXPECTED RESULTRow9: 
	EXPECTED COMPLETION DATERow9: 
	ACTUAL COMPLETION DATERow9: 
	SPECIFIC ACTION STEPRow10: 
	NECESSARY RESOURCESRow10: 
	WHO IS ACCOUNTABLERow10: 
	EXPECTED RESULTRow10: 
	EXPECTED COMPLETION DATERow10: 
	ACTUAL COMPLETION DATERow10: 
	SPECIFIC ACTION STEPRow11: 
	NECESSARY RESOURCESRow11: 
	WHO IS ACCOUNTABLERow11: 
	EXPECTED RESULTRow11: 
	EXPECTED COMPLETION DATERow11: 
	ACTUAL COMPLETION DATERow11: 
	SPECIFIC ACTION STEPRow12: 
	NECESSARY RESOURCESRow12: 
	WHO IS ACCOUNTABLERow12: 
	EXPECTED RESULTRow12: 
	EXPECTED COMPLETION DATERow12: 
	ACTUAL COMPLETION DATERow12: 
	SPECIFIC ACTION STEPRow13: 
	NECESSARY RESOURCESRow13: 
	WHO IS ACCOUNTABLERow13: 
	EXPECTED RESULTRow13: 
	EXPECTED COMPLETION DATERow13: 
	ACTUAL COMPLETION DATERow13: 
	SPECIFIC ACTION STEPRow14: 
	NECESSARY RESOURCESRow14: 
	WHO IS ACCOUNTABLERow14: 
	EXPECTED RESULTRow14: 
	EXPECTED COMPLETION DATERow14: 
	ACTUAL COMPLETION DATERow14: 
	SPECIFIC ACTION STEPRow15: 
	NECESSARY RESOURCESRow15: 
	WHO IS ACCOUNTABLERow15: 
	EXPECTED RESULTRow15: 
	EXPECTED COMPLETION DATERow15: 
	ACTUAL COMPLETION DATERow15: 
	SPECIFIC ACTION STEPRow16: 
	NECESSARY RESOURCESRow16: 
	WHO IS ACCOUNTABLERow16: 
	EXPECTED RESULTRow16: 
	EXPECTED COMPLETION DATERow16: 
	ACTUAL COMPLETION DATERow16: 
	A: I will track my process by checking the website weekly.  

I will followup with Donnie to get updates on the website improvements
	A_2: Donnie tends to not focus on Honda since we are the only Honda store in the group and he is managing 20 different websites.



Parts director who is not adapted to the new age of our business.



Website providers not getting items completed in a timely manor



Honda support not knowing or having the correct creative for use on the website to link dreamshop




	A_3: -Keep on Donnie.  Get Ian or Anthony involved if I have to.  Find out who our website servicer is to try and facilitate myself.  



-Made sure to continually explain the benefits of the system and what it can deliver for us.  



-Get Ian or Anthony involved



-Get Matt involved.  Contact the help desk.  Rely on our marketing team to develop creative as needed if Honda is lacking.




	R: The financial impact will be new found business.  Adding dollars to both Parts sales and gross, with little to no increase in expenses.  Actually, in one day of the system being live, we already have created $52.72 of additional sales and $31.63 of gross, we would not have had otherwise.  Long term goal being that this will also generate labor sales for customer parts, and when customers are here for service, potential sales gross as well.
	S: Add parts to my by weekly website audit.  Confirm all links are live and utilized.  Add dreamshop to my weekly SO audits.  Compare SO customer listed name to our system to see if counter employees were able to add additional items for the customers.  
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