
 

9 What is your rate of employee 
turnover? 
9 Do you really listen to your 

employees?  
9 Do you frequently mediate 

employee-management disputes
If your ESI is not over "80", you 
have employee problems. 
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t results, this 
type of employee survey should be conducted 
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ior 
management exactly how employees feel 
about the company and what to do to create a 
positive human resourc environment before 
problems develop. Here's how it works: 
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recommended for monitoring changes, morale and to demonstrate 
management's isfaction. 
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"Employ

 to improve the Company and CSI. Most 
employees really do care and want to make things better within 
the 

e 
ith no fear of management retaliation, 

reprisals or intimidation, employees are usually eager to share 

n CSI 
problems, conducting an employee turnover analysis, or simply 
demonstrating to employees that management cares. 

 
 
 

Is your ESI affecting your CSI? 
(Happy employees generate hap
customers!) 
 

What is the dealership ESI? Yes, "ES
Employee Satisfaction Index. An internal 
attitude survey to measure how dealership 
employees really feel about management, 
company policies, procedures, benefits, 
working conditions, etc. For bes

a ast annually by an outside agency in orde
to get an objective reading from employees on
their employment satisfaction. 

 
 Employee turnover is expensive, and it 
threatens the competitive market advantage
There is a direct correlation between high E
(morale), CSI, dealer profitability and employer 
reputation. Employee surveys conducted by 
Wally Smith/ARR can tell dealership sen

e 

 

PULSE – Employee 
Satisfaction Index (ESI) 

 
One or two days are spent in the dealership by Wally Smith, meeting 
with employees in small groups, without disrupting the normal 
business operation, to gather written, anonymous, candid employee 
feedback. 
A formal Summary Report is provided to recap for manageme
details of the Employee Attitude Survey. A myriad of employee 
positive and negative concerns and suggestions will surface. 
Management must be receptive, keep an open mind, and not 
become defensive over any issue, especially those which may be 
aimed directly at management. 
ARR can provide expert human resource consulting ad
stimulate an immediate positive staff attitude for better 
productivity, morale and loyalty to the dealership. 
Semi-annual, or at least annual, follow-up ESI surveys are Y

 true concern for employee on-the-job sat
 
 
 
 
 
 
 
 
 
 

Special surveys can be customized to the dealer's needs such as aY 
ee Survey of Management" whereby the employee 

evaluates the effectiveness of department management relations. 
 

Employee satisfaction on the job is the foundation for 
improved CSI. Management must learn to listen to employees 
and respect their feelings on minor and major issues affe
employee morale, motivation, productivity, company loyalty and 
on suggestions

cting 

company. 
 
The Employee Attitude Survey administered by ARR is 

conducted on an anonymous basis, and will not violate employe
trust and confidentiality. W

their ideas and concerns. 
 
ESI is also an excellent first step toward developing a 

company policy handbook for employees, finding hidde

• oyees think about 
management, working conditions and 
company

Find out what empl

 policies. 
• Build employee morale and compan

loyalty. 
y 

• Improve operating efficiency and 
workplace harmony. 



PARTIAL LISTING OF ESI  CONSULTING 
CLIENTS 
 
Al Packer Ford-Isuzu, Inc., Baltimore, MD, 
Elliott Packer, President, (410) 488-5566, Ext. 270 
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r. Dick Patterson, Chief Operating Officer, 
osenthal Automotive Organization. 
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l J. Ourisman, Chairman, 
urisman Automotive Enterprises, Marlow Heights, 
aryland. 

hecklist can deliver solutions for you. 

 

                    

American Service Center (Mercedes), Arl. 
Stan Rodia – Parts & Service Dir (703) 525-2
Annapolis Volvo/Subaru, Annapolis, MD, 
Frank Ferrogine, President, (410) 349-8800 
Autobahn Motorcars, Fort Worth, TX, 
Bob Robertson, Vice President, (800) 433-5602 
Autohaus Tischer (Honda & VW), Laurel, Md. 
Randy Helman, General Manager, (301) 49
Borton Volvo, Minneapolis, MN, 
Kjell Bergh, President, (800) 423-9685 
Brown’s Arlington Honda, Arlington, VA, 
Steve Howell, President, (703) 522-8808 
Courtesy Mitsubishi/Hyundai/Isuzu, Mesqu
Ron Kutz, President, (214) 270-8211
Croyste Toyota, Inc., Marlow Heights, M
Al Roys, President, (301) 899-6600 
Dyer & Dyer Volvo, Chamblee, GA, 
Richard Dyer, President, (770) 452-0077 
Fair Oaks Dodge, Fairfax, VA, 
Larry Pateros, President, (703) 385-3500 
Griffith Auto Park, Westminster, MD, 
Paul Darby, General Manager, (410) 876-1540
Habberstad BMW, Huntington Station, N.Y. 
Erik Habberstad – President (516) 271-7177 
Herson's Honda, Rockville, Md. 
Bill Andrakakos, General Manager, (301)
Jack Evans Chevrolet-Cadillac, Front R
John Evans, President, (800) 532-4389 
Karp Volvo, Inc., Rockville Center, NY, 
David Karp, President, (516) 764-4242 
Laurel Toyota-Jaguar, Laurel, MD, 
Mike Satisky, General Manager, (301) 725-4400 
Leader Lincoln-Mercury, St. Louis, MO, 
Jesse Morrow, President, (314) 487-3900 
Lincoln-Mercury Division Ford Motor Company, 
Detroit, MI,J. Trautman, Franchising Mngr, (313) 446-43
Luskar Automotive (5 Lustine Locations), 
Hyattsville,MD, Lou Kairys, President, (301) 927-7200 
Ourisman Automotive Enterprises, Marl
MD, Mandell J. Ourisman, Chairman, (301
Pallone Chevrolet, Inc., Springfield, VA, 
Mike Pallone, President, (703) 451-4511 
Pulliam Ford, Columbia, SC, 
Harold Wray, Vice President, (803) 254-4000 
Rockville Mitsubishi, Rockville, MD, 
John Dunzweiler, General Manager,
Rosenthal Automotive (9 Locations), Arlington, VA, 
Don Bavely, COO, (703) 553-4300 
San Diego Volvo, San Diego, CA, 
Wes Hinkle, President, (619) 279-9700 
Southlake Mitsubishi, Morrow, Ga., 
Mac Bikerstaff Jr, President, (770) 968-3400 
Starting Gate Servicenter, Laurel, MD, 
Ken Ruehl, President, (301) 498-1600 
Stohlman Volkswagen/Subaru/Mitsubis
Cathy Rusnak, Vice President, (703) 893-2
The Volvo Store, Winter Park, FL, 
Billy Dingman, President, (800) 226-4224 
Town North Mitsubishi, Austin Texas,  
Randy Ross, General Manager, (512) 451-7411 
Toyota of Waldorf, Waldorf, Md, 
Susan Fennell, General Manager, (301) 843-3
Turan-Foey Mitsubishi, Gulfport, Mississippi, 
Harmon Turan, President, (601) 864-7500
Village Volvo/Saab/Mitsubishi, Bel Air, M
Mike Martino, President, (410) 879-3400 

lvo & Mazda Village, Clearwater, FL, 
n Mueller, President, (813) 530-0602 

PULSE – Employee 
Satisfaction Index (E

 
SATISFIED ESI CLIENT TESTIMONIALS 
 
“Listening to our people is the most important thing we do. We 
have realized extremely valuable and useful 
information through the surveys conducted by W
17 of our stores and will continue to do s
M
R
 
 
“Wally Smith has a unique preliminary approach to formulating 
written dealership policies. He recommended surveying our 
employees to gather their input before publishing our Comp
Policy and Employee Handbook. This enabled employees to 
voice their feelings anonymously about existing dealership
policies and benefits and got them involved in helping us dev
formal company policy. The technique was a tremendous 
element to boost our employee mo
operating sales and service procedures
our customer satisfaction rating.” 
Mr. Mandel
O
M
 
 
 
 

all (301) 498-5075 to see how our C
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