 
INDIVIDUAL VERSUS ORGANIZATIONAL STRENGTHS

Most stores operate using the ingenuity and drive of a very few individuals (Individual Strengths) to garner their success. I would recommend changing the model to one that relies more on a team approach (Organizational Strengths) where the majority of employees contribute to the success of the store.

INDIVIDUAL STRENGTHS 
 
At one time, the horsepower of one or two key individuals was enough to drive dealership profitability. But business has become so complex - in a world filled with new forms of technology, increasingly higher customer expectations and Gen Y employees – that to rely on just one or two key people who only implement ideas that fit neatly into their personal comfort zone – is dangerously limiting.   

Reliance on individual strengths can often be found on the showroom floor. Typically a handful of sales consultants produce high volume leading to as much as 40+% of the stores sales, rather than having high productivity spread among the vast majority of the sales force.  Internal competition and individual recognition (“leading the board”) becomes more important than teamwork. It is also quite common to find an individual desk manager who produces significantly more gross than his or her peers. 
Dealership’s that rely on individual strength put themselves in great jeopardy as all too often key people will either burnout, retire or move on to what may be considered “greener pastures.” When this happens there is a lot of emotional and financial stress put on the organization as it has to hunt for key individuals to replace high performers rather than rely on the strength of the group to continue to grow profits and owner loyalty.

 
ORGANIZATIONAL STRENGTHS
 
The benefits to utilizing the total intellectual capital found throughout an organization, are enormous. Truly innovative retail companies (Apple Stores; Best Buy; Starbucks; Amazon) are clearly not reliant on the ingenuity of one or two individuals for their success. They listen and learn from their customers. They surround themselves with employees who can relate to the ever-changing customer and use them as their guides to the new world of retailing.  Bottom-up decision making and teamwork are valued more than individual performance. In essence the group becomes the safety net when new challenges arise or a troubled economic climate rears its ugly head. 
Decision-making in an organizational strengths company is based on a set of shared core values - ideally developed by a broad base of employees. As these core values (see model below) take hold, all employees clearly understand what is in bounds – and what is out of bounds – when it comes to making decisions, especially about the customer. To achieve a truly new and innovative model, dealers must implement new processes that are in sync with today’s highly demanding customer.  And there’s no better way to develop and implement those processes than to have all employees participate and contribute – leading to a much higher level of execution.    
 
This type of organization is a particularly important model for larger dealer groups. If the group decides it wants to create an outstanding common customer experience at each store, a clear customer-centered vision must be embraced by the entire organization.  This means that multiple stores should have the same recruiting practices, sales and management processes delivered with a consistent marketing message.
QUESTION?
 
Which type of organization have you chosen to embrace? The word choice is important. You as a business owner choose whether you want to be reliant on individuals or your entire organization. Which type of organization have you chosen? 
 

 
It's time to be nimble,
 
Mark Rikess
O)323-463-2373
C) 916-715-8129
 
