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Remarks by Mr. Larry Goldsmith to the sales department of Hendrick Toyota, Charleston, S.C.

[NOTE:  MAKE SURE ALL THE ATTENDEES HAVE SOMETHING TO WRITE WITH AND TO WRITE ON, AS THEY’LL BE ASKED TO SUBMIT SUGGESTIONS.  ALSO, PRINT UP A SET OF “BIG IDEAS” CARDS FOR HANDING OUT TO THE ATTEND-EES AT THE END OF THE MEETING.]

GOOD MORNING, LADIES AND GENTLEMEN.  I KNOW YOU’RE ALL PROBABLY WONDERING WHY I CALLED THIS MEETING.

YES . . . I KNOW YOU’VE ALL GOT A TON OF PAPERWORK TO DO, CALLS TO LINE UP, EMAILS TO WRITE, SPEC SHEETS TO STUDY, DELIVERIES TO GET READY, AND SO ON.  AND YES . . . I UNDER-STAND WHY YOU MIGHT HONESTLY FEEL THAT YOU’VE GOT WAY MORE PRODUCTIVE THINGS TO DO WITH YOUR TIME THAN LISTENING TO SOME MANAGER BLABBING ON AND ON ABOUT HIS AND THAT OR WHATEVER.  

WELL . . . I PROMISE TO MAKE THIS MEETING WELL WORTH YOUR TIME.  WHAT I HOPE TO DO IN THIS AND A FEW FUTURE SESSIONS IS TO EXPLORE WITH YOU ALL THE POSSIBLE WAYS AND MEANS IN WHICH WE COULD TOGETHER IMPROVE THE OPERATION OF HENDRICK TOYOTA, SIGNIFICANTLY BOOST ITS PROFITABILITY, AND MAKE THIS DEALERSHIP THE MOST DESIRABLE PLACE OF EMPLOYMENT FOR GEARHEADS AND CAR SALESMEN THROUGH-OUT THE GREATER CHARLESTON REGION.  ALL THREE OF THESE GOALS SHOULD BE VITALLY IMPORTANT TO YOU.

I DON’T HAVE TO TELL YOU THAT, WHEN OPERATIONAL FLAWS OR GLITCHES ARE DISCOVERED ANYWHERE IN A DEALERSHIP AND AREN’T FIXED RIGHT AWAY, EVERYBODY SUFFERS, EVERYBODY’S JOB GETS TOUGHER, EVERYBODY LOSES MONEY.  CONVERSELY, WHEN THE DEALERSHIP’S PROFITS GOE UP, IT MEANS INEVITABLY THAT YOUR COMMISSIONS ARE GOING UP, TOO.  AND WHEN WE’VE TOGETHER TRANSFORMED HENDRICK TOYOTA INTO AN EMPLOYEE PARADISE, IT’LL BE A JOY AND PLEASURE FOR ALL OF US TO COME TO WORK EACH DAY.
NOW, THERE ARE A LOT OF SPECIFIC TOPICS BURIED WITHIN WHAT I’VE JUST SAID, AND MY PLAN IS TO DEVOTE EACH OF OUR NEXT FEW MEETINGS TO ONE OF THESE TOPICS AND ZERO IN ON IT INTENSIVELY.  THERE MIGHT BE SOME SPECIFIC TRAINING TOPICS, LIKE CUSTOMER SATISFACTION, OR SUCCESSFUL PROSPECTING, OR THE KEYS TO CONQUEST SELLING.  OR THEY MIGHT BE PROBLEM-SOLVING SESSIONS, WHERE WE’LL FOCUS IN ON A SPECIFIC POLICY OR PROCEDURAL ISSUE THAT THE SALES TEAM’S GRAPPLING WITH AT THE MOMENT.  OR WE MIGHT DEVOTE ONE OR TWO MEETINGS JUST TO BRAIN-STORMING ABOUT THE FUTURE.  IN ANY CASE, I’M AIMING TO MAKE THESE MEETINGS AT THE VERY LEAST INTERESTING, AND, AT BEST, USEFUL AND USABLE TO YOU IN HELPING YOU DO YOUR JOBS.

SO IN THAT SPIRIT, I’D LIKE TO DEVOTE REST OF THIS MORNING’S MAIDEN SESSION TO THE CRUCIALLY IMPORTANT CONCEPT OF CONTINUOUS IMPROVEMENT, NOT JUST AS A COPORATE POLICY, BUT AS AN OVERALL CORPORATE MINDSET, AS WELL.

NOW, IT’S BEEN TRUE OF BUSINESS SINCE THE FIRST CAVEMEN SWAPPED SPEARS FOR HIDES THAT — NOTHING GOOD REMAINS GOOD UNLESS IT’S CONSTANTLY BEING IMPROVED!

LET ME REPEAT THAT:

NOTHING GOOD REMAINS GOOD UNLESS IT’S CONSTANTLY BEING IMPROVED!

WHY?

BECAUSE THINGS CHANGE.  TECHNOLOGY CHANGES.  THE COMPETITION CHANGES.  NEW PRODUCTS ARE CONSTANTLY REPLACING OLDER ONES — IN OUR BUSINESS, EVERY YEAR!  REGULATIONS CHANGE, THE WORKFORCE CHANGES, LOCAL DEMOGRAPHICS CHANGE, AND SO ON.  POLICY AND PROCEDURES THAT WORKED FINE 10 YEARS AGO OR EVEN 5 YEARS AGO, MAY NOT BE WORKING QUITE SO WELL TODAY.  BUSINESS MODELS THAT WERE ONCE “STATE OF THE ART” AT THE DAWN OF THIS CENTURY ARE EVEN NOW DEAD OR DYING.  INDEED, AS THE PHILOSOPHER ONCE SAID, THE ONLY CONSTANT IN THE UNIVERSE IS CHANGE ITSELF.  AND FOR ANY BUSINESS THAT DOESN’T KEEP UP WITH THE EVER-CHANGING PROFILE OF ITS MARKETPLACE, CHANGE CAN BE A KILLER.

THAT’S WHY I THINK WE MUST, ACROSS THE BOARD, IN EVERY DEPARTMENT HERE, COMMIT OURSELVES CONSCIOUSLY AND CONSCIENTIOUSLY TO THE PRACTICE AND A MINDSET OF CONTINUOUS-IMPROVEMENT.  AND WHAT IS A CONTINUOUS-IMPROVEMENT MINDSET?  IT’S A MINDSET ANIMATED BY A REVOLUTIONAY NEW CORPORATE ATTITUDE THAT SAYS:  IF IT AIN’T BROKE . . .  FIX IT ANYWAY!  

THAT’S RIGHT:  IF IT AIN’T BROKE, FIX IT ANYWAY!

CONTINUOUS IMPROVEMENT LOOKING FOR PROBLEMS BEFORE THEY BECOME PROBLEMS.  IT’S KEEPING OUR INDIVIDUAL JOB SKILLS AND KNOWLEDGE UP TO SNUFF THROUGH CONTINUING EDUCATION.  IT’S BEING INTIMATELY AWARE OF WHAT OUR COMPETITORS ARE DOING, AND FIGURING OUT HOW WE MIGHT LEARN FROM THEM.  AND IT’S LEARNING FROM OUR OWN MISTAKES, AND FIGURING OUT HOW NOT TO MAKE THOSE BLOOPERS AGAIN.

CONTINUOUS IMPROVEMENT IS THINKING OUTSIDE THE BOX.  IT’S NOT BEING SATISFIED WITH “HOW IT’S ALWAYS BEEN DONE.”  IT’S A WILLINGNESS TO TAKE A CALCULATED RISK, KNOWING THAT — WHATEVER THE OUTCOME — THE ENTERPRISE WILL BENEFIT.

I THINK IT’D BE A HUGE BENEFIT TO HENRICK TOYOTA IF THE COMPANY COULD IMMEDIATELY GET YOUR HONEST, CANDID, AND ANONYMOUS FEEDBACK ON TWO QUESTIONS RELATING TO CONTINUOUS IMPROVEMENT HERE AT HENDRICK TOYOTA.  YOU ALL HAVE SOMETHING TO WRITE ON . . . YES? . . . GOOD.  NOW, IN ANY ORDER YOU CHOOSE AND IN ANY WORDS YOU CHOOSE, PLEASE WRITE DOWN, NUMBER ONE:  WHAT’S THE SINGLE MOST IMPORTANT THING THIS DEALERSHIP COULD DO TO IMPROVE ITS OPERATIONS OVERALL.  AND NUMBER TWO:  WHAT IS THE MOST IMPORTANT IMPROVEMENT YOU’D LIKE TO SEE MADE SPECIFI-CALLY IN THE SALES DEPARTMENT.  AND YOU DON’T HAVE TO SIGN YOUR SUGGESTIONS.  I UNDERSTAND THAT MOST SUGGES-TIONS FOR THE FUTURE CARRY AN IMPLIED CRITICISM OF THE PAST, SO IT MIGHT BE MORE COMFORTABLE FOR YOU TO KEEP YOUR SUGGESTIONS ANONYMOUS FOR THE TIME BEING.

[AS YOU’RE COLLECTING THEIR SHEETS, HAND OUT A SET OF “BIG IDEAS” CARDS TO EACH ATTENDEE.] SO I’M NOT EXACTLY SURE WHEN THE “LARRY GOLDSMITH CONTINUOUS-IMPROVEMENT FORUM” WILL MEET NEXT, BUT IT WON’T BE LONG; FOR ONE THING, I’D LIKE TO HAVE A CHANCE TO REVIEW YOUR SUG-GESTIONS HERE BEFORE STRUCTURING THAT NEXT MEETING.  BUT UNTIL THEN, I TRULY HOPE YOU’LL ALL FEEL FREE TO SHARE WHATEVER IDEAS FOR CONTINUOUS IMPROVEMENT OCCUR TO YOU, AT ANY TIME AND BY WHATEVER MEDIUM YOU CHOOSE — EMAIL, ANONYMOUS VOICEMAIL, PERSONAL MEETING, CARRIER PIDGEON, DOESN’T MATTER!  MY OFFICE DOOR AND MY MIND ARE ALWAYS OPEN.

THANKS FOR COMING, AND IN THE WORDS OF DON AMECHE AT THE END OF THAT WONDERFUL FILM, TRADING PLACES:  “GET OUT THERE AND SELL . . . SELL . . . SELL!”

HAVE A GREAT DAY!
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