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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.”

We will improve our phone calls in two ways, by asking who we are speaking with and ending
the call with, would you like me to hold the part under your name / order the part for you.

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 already answer by giving our name so it should be natural to ask who we are speaking
with and it makes the call more personal.

By putting an item aside with their name on it shows you have the customer's best interest in
mind. If you don't and your associate sells the only one you had in stock how do you think the

customer will feel if they show up 30 minutes later to find you no longer have the part
available
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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?
observe Associate 100% execution 9/30
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How will you track your progress? Where will you find the information? How often will you check in?

| can hear every phone greeting from my office. Friday morning meetings will be where we
review progress.

Potential Obstacles? Potential Solutions?

| have to ask my wife No charge I'll just put your name on it
and we'll hold it for 48hrs

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

5k

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.

Continue to coach
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