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Most dealerships hire some seasonal help just before things get busy.  While all need the extra hands for the added workload some lean on their seasonal super-stars to increase profitability and customer loyalty.  Here are three things that help turn the job from ho-hum to humming:

1) Interview with expectations.   I was so impressed by a dealer who insisted on interviewing each of his seasonal employees.  Many of them were high school kids applying for their first summer job.  He would sit each of them down and explain to them: ‘you are more important to this business than a full-page colored advertisement.  You are going to be setting the first impression and last impression for many of our customers.  Because of this I need you to greet everyone with a smile, strong eye-contact and a handshake.’ Then he actually made them role-play it with him right there in the interview.  Many of them had to give it a second or third try before they got it to his standards but they sure knew what was expected of them when they were offered the job!   

Focus on the mission and why their job is important.  Instead of emphasizing what they will earn, put the focus on what they will learn and build a strong ‘why’ for what importance they play in the dealerships objectives. When the interview is done, they should be able to clearly articulate why the job is important and what they do to make a difference.  Even lower paid, entry-level positions should have high expectations set in the interview.  

2) Start them out right.  Spend some time on orientation and give them direction on all the things they will need to be successful.  One of the biggest areas that makes or breaks the job is letting them know whom they report to.  If we don’t assign them mentors, they will often find their own and it’s rarely who you would have picked as a shining example!  Often many different employees or even departments are counting on the support staff and this makes the new hire feel torn – who is my boss? If we don’t clarify it, they may think that they only need to take direction from the person who offered them the job. Give clear instructions on everything expected of them. Where should I park? When is break and where can I take it?  When can I use my cell phone?  What should I wear?  When do we get paid?    What should I do in an emergency?  These questions are just as important as what is it I’m supposed to do? Even a small amount of time spent in the beginning will make a tremendous difference on their overall benefit to the dealership and is time well spent.

3) Recognize good work.  Make a point to catch them doing things right and you will help develop good habits.  Inspect what you expect and be sure to praise a job well done. Everyone messes up – when you see something that was done badly, ask yourself first ‘have we shown the way it’s supposed to be done?’  Use mistakes as positive training opportunities.  “We really try to live the mantra of praise in public and criticize in private.” Said Jeff Strong of Strong’s marine.

  When dealerships look for areas to cutback, many make cuts to support staff.  Some quickly notice significant drops in shop efficiency as a result.  This is a sign of excellent support staff. They should greatly impact profitability.  Strong’s Marine has one of the most impressive support staffs I’ve ever met with every one of them caring, attentive and friendly.  I recently asked Jeff Strong how he and his team view them.  “Our yard crew is staffed really heavy in terms of personnel compared to other dealerships and that is part of our strategy. They are so important to not only our profitability but also our client loyalty.  The yard personnel often times are the first and last people to interact with our clients.  Having someone like Dean – our ‘smile-maker’ makes a big difference. He has the ability to either diffuse or enlighten a client and have them leave with a smile, even though it may not of been a perfect situation.  Having a great yard crew really takes some of the pressure off of the service advisor and the technician.”   

People enjoy being part of an important mission.  Make that mission clear with solid objectives in the interview process, the orientation and through noticing their work.  When it’s time to look for additional help in the yard, at boat shows, for events or any other aspect of the business, aim high and expect excellence.  If we expect it, we are far more likely to get it.

