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Who We Are

• A luxury, multi-line, and full-service automotive 
dealership group

• State of the art and luxurious facilities
• Highly trained, engaged members
• Fully functional IT department
• Dedicated Human Resources department 

• Baldrige Award recipient for 2005
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Park Place Lexus keys to
Your Clients

1. Know
2. Listen
3. Respond
4. Adapt
5. Measure
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Customer and Market Segmentation

New Car Sales

•Median Age: 46-52

•Income: $111,300 to $273,900

•Gender: 61-78% Male

•Marital Status: 78-88% Married

•Education: 67-78% College Graduates

•Occupations: Professional, Technology,
Senior Management, Retiree, 
Self Employed, President, CEO,
Homemaker
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Customer and Market Segmentation

Pre-Owned Car Sales

•Median Age: 45

•Income: $100,000

•Gender: 57% Male

•Marital Status: 75% Married

•Education: 69% College Educated
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Listening 
and 

Learning

Client Need 
Determination

•CRM
•BDC
•Website Feedback
•Lexus Research
•Follow Up Calls
•Client Surveys•Member Contact

•Focus Groups

•Fireside Chat

•Complaints

•Suggestion Boxes

•Bulletin Boards

Provide Feedback Access Points

Review 
Efficiency and 

Improve
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Client Concern Resolution

Member completes 
short form

Member notified 
of concern

Member satisfies 
client

Member enters in 
CCR database

Concern sent to 
Dept. Mgr.

Concern 
Resolved?

Yes

No

Dept. Mgr. 
determines status

Dept. Mgr. marks 
as “Resolved”

Dept. Mgr. 
contacts client to 

resolve

End
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Client Concern Results

Category 2001 2002 2003 2004 2005
Unable to meet Req 266 373 374 431 98
Poor quality of work 169 202 154 169 86
Defective Part 25 363 118 269 83
Communication 173 267 195 193 52
Lot Damage 41 144 83 109 41
Dissat with product 213 147 90 116 26
Estimate inaccurate 28 43 16 36 13
Lost/Misplaced Items 0 0 0 45 11
Promises not met 68 130 77 21 3
Member discourteous 8 28 14 11 1
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Improvements to Client Relationships
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Improvements to Client Relationships
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Improvements to Client Relationships
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Measure and Compare 
Client Satisfaction

• Benchmark outside our industry

• Internal surveys and focus groups

• Lexus-supplied data and industry comparisons

• Internal Improvements and communication:

DRIVE Process Improvement Process

Meetings (50/50, Circle of Excellence, Safety)
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