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Park Place Lexus
Our Journey to Excellence

Steve James, Controller
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l&ﬂw The Start Of Our Journey
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Strategic Planrgig: Setting Direction
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Aé‘:?&mfl Example: Using Action To Achieve Goals
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Corporate Strategy:
Redefine The Client Experience

Lexus Action:
Leaders required to identify
“Client Touch Points”

SERVICE

Position specific action plans to
improve the Client Experience
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D.R.I.V.E.: Process Improvement Process
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Member notified

of concern
- v
Member completes
short form
= ! .
Member satisfies
client
= ! =
Member enters in
CCR database
= ! —
Concern sent to
Dept. Mgr.

p—

Client Concern Resolution

Dept. Mgr. {
determines status

¢ |

Concern No kil Mgr.
—» contacts clientto -~
Resolved?
resolve
]
| Yes
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Dept. Mgr. marks
as “Resolved”
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ﬁ“;m What Are Our Client Contact Access Points?
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’ e Phone, e-mail, in-person
e Access Methods:

Method of Access Method of Access

Seek Information Express Concerns
Internet web site Focus Groups
Marketing materials and CCR process

Advertisements
Client Visit (Shopping)

CSl survey

Suggestion boxes

Phone or email requests .
2 Responses to client follow-up

Conduct Business

Internet web site & e-bay store

Sales/Service rep direct contact .@
t%é wace
Oresxus

Client Care Reps

Experts in Excellence
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;“m Lessons Learned

« Run the business utilizing the Baldrige criteria

e Leadership commitment to the journey

« Member-driven culture

e Structured approach to performance excellence
« Commit resources

* Build on a series of small successes

e Keep it simple
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Park Place Lexus

Thank you
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