Departmental Action Plan Template
Student Name: Robert Milner
Class & Student Number: 324-40
Academy Week (Var II): 5

Current situation or challenge you want to address based on the Jennifer Suzuki Outline: (must be quantifiable)
Outgoing phone call guides are outdated

Overall Objective and Specific Desired Results: 
    Improve:
1.) Customer experience—Improve Sales CSI to 190 
2.) Appointment set ratio—Improve to 35%
3.) Appointment show ratio—Improve to 60%
4.) Appointment delivery ratio—Improve to 15%
Describe your action plan in detail (be specific and include before and after measurements)

I.) Post current “BEFORE” KPI’s
1.) CSI Score------------Q4 Sales CSI Score is 182.63
2.) Appointment set ratio %----Q4 Set ratio is 29.17%
3.) Appointment show ration %----Q4 Show ratio is 55.89%
4.) Appointment delivery ratio %-Q4 Delivery ratio is 9.85%

II.) Partner with BDC Director to Re write outgoing phone call guides that are used by BDC agents and salespeople
III.) Program new guides in CRM
IV.) Train all BDC agents and sales people on new call guides
V.) [bookmark: _GoBack]Roll play with each person authorized to make calls to evaluate comprehension level
VI.) Post updated “AFTER” KPI’s
1.) CSI Score
2.) Appointment set ratio %
3.) Appointment show ration %
4.) Appointment delivery ratio %

Timeline: 
Jan 1st 2018………Have call Guides re written ----completed on time
Jan 8th 2018……..Have Guides programed in CRM and begin training----Completed on time
Jan 15th 2018…..Do roll pay with authorized callers and evaluate proficiency---Currently underway as of 01/12
Jan 22nd 2018….exclusive new Guide utilization----On Schedule
April 1st 2018…. Measure and post updated:
5.) Customer experience—Sales CSI goal---190 
6.) Appointment set ratio—Appointment set ratio goal 35%
7.) Appointment show ratio—Appointment show ratio goal 60%
8.) Appointment delivery ratio—Delivery ratio goal 15%

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:BDC Director, Sales Manager and BDC agents
b. What:Willingness to improve on call guides that they worked hard to create, have confidence in and have been utilizing for years
c. By When:Mid January
d. How:Utilize updated training materials
 
