Departmental Action Plan Template
Student Name: Jonathan Hess
Class & Student Number:  N32640
Academy Week (Var II): New Vehicle

Current situation or challenge you want to address based on the Jennifer Suzuki Outline: (must be quantifiable)
In January, there were 669 prospects contacted by outbound phone calls leading to 76 appointments to demo a new vehicle.  From the 76 appointments, 51 customers actually showed and 15 purchased vehicles (13 new / 2 switched to pre-owned).  Closing ration on appointments that showed was 30%.  The 30% closing ratio in January was in line with the 12 month rolling number.  Knowing that we close 3 out of every 10 appointments that show, we need to create more quality appointments.

Overall Objective and Specific Desired Results: 
Objective is to increase the number of appointments that are scheduled and show for new vehicle demos, without increasing the number of prospects called.  In January 7.6% of prospects contacted by outbound phone calls, showed for a scheduled appointment.  The goal for February was set at 10%, increasing by .5% each month after, to obtain our new internal benchmark of 15%.  



Describe your action plan in detail (be specific and include before and after measurements)
We started by increased focus on the outbound phone call by holding an hour training session with all BDC representatives.  The training focused on two of the key areas reviewed by Jenn Suzuki – quality introduction and adding value to the appointment.  The BDC manager reviewed the training videos with me prior to training her staff.  She used several of the specific tactics learned in week 5 – proposing 2 possible appointments each time, provide an expectation for a secondary action and then exceed the promised expected time(email confirmation, follow-up call, etc…), promise to have the vehicle running and ready when the prospect arrives and asking open ended questions.  The BDC manager hosted the training with the staff.  Additionally, the BDC manager held weekly one-on-one reviews with each reps outbound appointment conversion rates.  February results were – 645 prospects contacted / 82 appointments set / 59 appointments showed / 19 vehicles sold.  Our goal for February was to convert 10% of prospects contacted into appointments and maintain a 30% closing ratio on the appointments that showed.  We fell short, only converting 9.1% of prospects into appointments that showed but the closing ratio did show a minor improvement by growing to 32%.  BDC manager and I reviewed the data and held a meeting with the bdc reps to review.  BDC manager held another 1 hour training session for her staff, reviewing last month’s topics and adding some best practice topics from the reps who had the best results.  Goal is set for 10.5% in March.


Timeline: 
Describe specific short term and long term checkpoints to monitor progress
Each month has an objective of .5% higher than prior month, leading to 15% of prospects converting to appointment by year end


Meeting with Stakeholders (dealership personnel)
Describe what behavior change is needed to support desired goal.  Address required coaching, training and/or consequences (PINO, Gain, Pain).  Include timelines / Accountability / Monitoring process
a. Who: Met with BDC manager, GSM and BDC staff
b. What: Discussed current metric, and goals
c. By When: Each month has an objective, we review results on the first Monday following month end
d. How: Team meeting with stakeholders
   

Dealer agreement:
If you need your sponsors support or approval to implement your plan, have it signed off before you start.  If you can proceed on your own, present this action plan to your sponsor before next class.   Describe the meeting:
[bookmark: _GoBack]The dealers were part of the initial planning, prior to meeting with managers.  Reviewed current metrics and goals.  They provided full support.  February results were reviewed with them just before the meeting with the stakeholders.



