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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.”

To improve the phone skills of our Parts Dept. to be 100% compliant with the recommended
protocols by 12/31/23.

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?

While this may seem like a somewhat ambiguous goal, it fits in very well with the customer
service vision of the dealer. Improvement here will naturally lead to better customer
satisfaction and ultimately to increased sales. Training will encompass protocols covered in
class, such as identifying themselves upon answering the call, collecting customer contact
info, asking for the sale, etc. The mystery shops we performed as part of this class were
disturbing, displaying a profound weakness in this area that was very troublesome. As an
example, when asked if a battery could be discounted, our representative said no and
suggested an after market battery available elsewhere as an alternative (a la Kris Kringle in
Miracle on 34th Street!).Failure to act on this will continue to result in lost sales.
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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?
Training, traning | In-house training same Improved phone 12/31/23 J
and manra traininn Diractnr cleille L

L

2 ©2022 National Automobile Dealers Association. All Rights Reserved.



NADA c.n

PARTS HOMEWORK — ACTION PLAN

!

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

We will check the progress on this by performing repeated Mystery Shops on our Parts
Department. These calls will be done on a weekly basis.

Potential Obstacles? Potential Solutions?
Our Parts Department staff has As part of the training process, staff
longevity and is somewhat set in their must be instructed as to the benefits of
ways. Resistence to change is behavioral change, including the
expected. potential for increased sales which will

provide a direct benefit to them as well.
The Director of Training and
Development will be utilized for this
purpose.

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

Actual dollar impact is difficult to measure but we will look at bottom line numbers on our
financial statements to track progress.

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.
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