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Strengths

1. Tennessee’s 1st Toyota Dealer that’s family owned & operated for over 50 yrs. / Established business in the city.

2. We have years of experience at our store. Our Fixed operations Director, Gene McGee, has over 40 years. Our Service Manager, Marty Woody, has over 25 years. Our Shop Foreman, Andy Turner, has over 20 years. Also, we have techs with more than a decade.

3. We have a new facility with enclosed service lanes, a beautiful waiting area with complimentary beverages and snacks. Also, there’s a two-sided fireplace in the center that makes our customers feel even more at home while in for service.

4. We service all makes and models while working with new, state-of-the-art equipment.

5. We are located in Chattanooga which happens to be the 2nd fastest growing city in the state of Tennessee, outpacing Knoxville since the 2010 census.

6. Owner believes in above average compensation for all employees and refers to everyone as “family”.
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Weaknesses

1. Scheduling. Currently we have no scheduling for Saturdays and do not have access for customers to do online scheduling.

2. We have no dispatching during lunch hour through the week

3. Service hours aren’t long enough. We are open until 1 o’clock on Saturdays and no appointments are taken once booked through 1.

4. Service bays are older and have no exhaust ports. Have to manually open bay doors. There is no drive through service center and shop space is limited at the main location.

5. Inadequate parking for customers and employees.

6. Marketing / Advertising is at a bare minimum in an effort to control expenses.
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Opportunities

1. Being that one of our strengths was the fact that Chattanooga was the 2nd fastest growing city in Tennessee, our area has many new residents. The economy is booming and we should be reaching out to these potential customers.

2. We are a full-service facility. Example; service, sales, parts, wholesale parts, body shop & detail center.

3. Display competitive comparison board in service area.

4. Extend hours of operation and rotate TXM’s on Saturday’s.

5. Initiate a marketing program and begin sourcing our customers. (What brought you in to our store?)

6. Promote from within the department when possible. 

7. Sales training for our ASM’s

8. Longer shuttle hours

9. Up-sell off Toyota Auto Care (pre-paid maintenance program)
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Threats


1. Space / Parking availability for the customers. Could potentially impact our opportunity for growth.

2. Better communication with our customer concerning prices and totals including taxes.

3. Hours of operation for the Service Department.

4. Customer wait time while vehicle repair is taking place. Especially oil changes and 1 line repairs.

5. Multiple repair facilities within a 5-mile radius of us.

6.  Tech hygiene and appearance.

7. ASM’s ability to upsell repair work.






Objectives / Strategies / Tactics

Objectives

1. Decrease number of one-line Repair Orders

2. Provide more training opportunities across the board

3. Extend department hours

4. Compensate ASM’s on parts that are sold in service.

5. Advertise / Marketing

6. Clearer and better communication with our customers in regards to repairs and recommended repairs that are found during inspections. 
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Strategies

1. Train ASM’s to upsell via menu presentation and visual / provide inspection on every vehicle.

2. Once a Tech has “X” amount of tenure, invest in offering them enhanced training opportunities with hope of advancement / promotion.

3. Change service hours of operation to 7am – 7pm Monday thru Friday and Saturdays 8am -8pm.

4. Revise ASM’s pay plan to pay commission on parts sold. This will encourage up-selling.

5. Send coupons to existing and potential customers and also have the ability to print the coupons from the service section of the dealership website.

6. Communicate with the customer through mobile devices and have the Tech send a picture of themselves along with a short statement about their background and experience.
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Tactics

 1. Require Certification for ASM’s and sales training requirement annually. Measure and pay bonus to top performer each month.

2. Once trained, rotate Tech’s allowing them to do multiple jobs based on training and experience.

3. Increased business and CSI.

4. Fewer one-line R. O’s, increased customer pay and increase in parts sales.

5. Advertising & coupons bringing additional business to the department. Begin a Rewards Program to incentivize the customer.

6. Communication and introduction to the Technicians allows the customer to know and build a personal relationship with the person who’s repairing their vehicle. This will create loyalty with both the Tech and the department.
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                                                      Action Plan
Task                                               By Whom                         Completion Date
Certification requirement for                     Service Manager                            December 2018
Staff 

Dispatch work to tech on rotation            Service Manager                            July 2018
Based on training initiative                         Shop Foreman

Offer vehicle pick-up &                                Service Manager                           February 2018
Delivery based on work

Change ASM pay plan to 	                   Service Manager / GM                 February 2018
Pay on parts sold

Monitor individual performance               Service Manager                            February 2018
ASM customer pay and one-liners

Weekly Fixed-Ops meeting               GM / Fixed-Ops Dir / Service Mgr.        February 2018

Develop Marketing Strategy            GM / Fixed-Ops Dir / Service Mgr.         February 2018

Extend hours and include message          Service Manager                             February 2018           
In advertising           

Designated parking assignment                Service Manager                             February 2018
Synopsis

We realize that we have both obstacles and opportunity at Capital Toyota. We have lots of tenure that can be both good and bad. Sometimes, it effects our willingness to make necessary changes in order to grow both in profitability and a company as a whole. I will admit however that our Service Manager, Marty Woody has worked diligently on remaining current with the industry and has always been willing to take on new ideas.

The extension of our service department hours was heard loud and clear during our NADA service class by Mr. Bob Atwood. As our customers find themselves working longer, more demanding hours, we are realizing that in order to be competitive and retain our buyers, it is necessary to accommodate them by making ourselves available when they are off. Also, the offer to pick up and deliver the vehicle is an added bonus in my opinion. Saturday is especially important since that might be the only opportunity that our customer actually has to come in.

Upselling is critical and we must work on our salesmanship. We can’t be order-takers only. Offering training and additional opportunities to make more money will encourage them to do a better job. Adding a little friendly competition with a performance bonus doesn’t hurt either.

We are currently having a board done to post the non-dealer competitive pricing. We saw in class where this can be an asset to our staff. 

We are anxious to see what our future holds as we focus on the care of our customers and putting them first!

[bookmark: _GoBack]“A customer is the most important person in any business. They are not dependent on us. We are dependent on them. They are not an interruption of our work, they’re the purpose of it. A customer does us a favor when they come in. We are not doing them a favor by serving them. As employees, we come to work in order to take care of our families, in order to do that, we must first take care of our customers. Without them, we have no business!” 











