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What is your goal? What do you want to achieve? From what metric? To what metric? By what date?

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

When will you start? 

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

ACTION PLAN 1
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Potential Challenges? Potential Solutions?

What specific actions will you take to achieve your goal? Who can help you?


	1: Provide proper phone training to our parts counter team and managers by October 31st.
	1_2: Better customer experience

Higher confidence from staff

Higher closing percentages

More service apts

Higher accessory sales


	1_3: Lost sales

High call fail rate

No growth




	When will you start: 

Now
	1_6: Mystery shop phone calls with graded scorecards and audio playback.
	1_8: We will incorporate the job training aid my group created to improve overall customer experience. We will have our BDC manager train our parts staff in proper phone etiquette and how to use the job aid. Our current 3rd party mystery shop company is only doing sales and service so we will be adding parts. This will provide us with a tool to consistently train and develop their phone skills and will be reviewed during monthly one on ones. During our class mystery shops it was discovered that there was no overflow for our parts team and calls were going unanswered. We will be having our IT team route overflow calls to our service BDC team. They may not be able to answer specific questions, but they can at least aid the customer and collect basic information for our parts team. 
	1_9: Added work to service BDC



Understaffed Parts department



Buy in from advisors






	1_11: Hire and properly train a second counter person.  We have been short for 3 months.



Hire and properly train a second counter person. We have been short for 3 months. Advisor buy in will come from consistency and growth. Reviewing both positive and negative mystery shops will help with both. 










