
How to Drive Workplace Accountability 
& Achieve Better Business Results



What is Accountability?

Workplace accountability is a touchy subject for many people. However, it is something that you as a 
business owner or manager should address head-on – because not all employees are going to be as 
reliable or hardworking as you want them to be, which can lead to stalled productivity and poor 
business results.
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That’s why you need to inspire your people to 
take their daily responsibilities as seriously as 
you would, if you were in their shoes, so that 
they do their job the way you see fit. In other 
words, you need to empower your employees to 
be responsible for themselves. That’s what 
workforce accountability is in a nutshell.
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Why you should hold people accountable?

Holding employees accountable is essential to the success of any business. Here’s why:

• Employees want it. Your employees want to know how well they’re doing, what you think of them 
and where they can improve, because ultimately, they want to please you. Without accountability in 
place, they wouldn’t know what your expectations are or how to live up to them.

• Employees need it. Your employees need to know what duties have to be performed and how you 
want them to be performed. Without enforcing these guidelines or informing your employees of them, 
they can’t do their job properly.

• It increases compliance. By holding employees accountable, you can ensure that they are 
compliant with your company policies, preventing unnecessary accidents and other disasters.

• Increases customer satisfaction. When your employees give your customers everything the 
dealership has to offer – from letting them meet the manager/owner to giving them a full-blown 
feature benefit presentation – customers are bound to walk away happy. However, in order to do that, 
your employees need to be able to follow the procedures you have set for them.

So, if you believe that your workforce could benefit from greater accountability, check out the tips from 
dealership operations expert Michael Rees on how to make it happen.



1. Ensure Your Employees Can Do 
Their Job
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To hold people accountable, you need to make sure they 

have a clear understanding of their job duties in addition 

to all the tools and knowledge they need to do it right. 

This will help you boost overall employee performance 

as well as single out those who are not a good fit and 

replace them.

Here’s how Rees recommends approaching this:
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Fine-tune your job descriptions

Every job has a description, but not all descriptions clearly state, step by step, what an employee should 

actually be doing. For example, even if you hire a person to do something as straightforward as cleaning the 

floor in your service department, you need to clearly explain:

• How clean you want the floor to be

• What cleaning methods you want them to use and in what order

• What tools they may need (e.g. big brush for large areas, small brush for tight areas, etc.)

• When you want them to start and finish

• How long the cleaning process should take

• Who they should report to

• Who would make sure the work done meets your standards

If you don’t include this level of specifics within your job descriptions, you can’t hold people accountable for 

not doing their job right because you haven’t made it clear what that job entails in the first place.

Tip: It’s your responsibility, as an employer, to make sure your workers know what to do 
and how to do it



Why a job description?

Here are some of the benefits of having a comprehensive job description:
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• It establishes minimum standards. 
By letting your employees know what your 
minimum standard for the job is, you can avoid 
having employees who take too many breaks or 
never quite deliver the level of quality that you’d 
like to see.

• You can use it to evaluate employee 
performance. With a clear job description, you 
can compare an employee’s performance to what 
was agreed upon when you hired them and 
instantly see whether they’ve done a good job or 
not. This would also make it tough for the 
employee to contest your final assessment, 
whether it’s positive or negative.
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Reasons why an employee can’t do their job

Once you set your expectations and give your employees the tools they need to succeed at their job, 
there can really be only two reasons as to why they’d fail to do the work properly:

• They don’t know how. If someone doesn’t 
know how to do a job, you can provide them 
with training and make sure they gain that 
knowledge. You should also give them plenty 
of practice, so that they can hone their skills.

• They don’t want to. If you give someone 
all the tools and training they need to do the 
job right and they still fail, then the likely 
reason is that they simply don’t want to do it. If 
that’s the case, then you can’t really help them, 
and therefore, you should find someone to 
replace them.



2. Establish Goals and Expectations

Employees tend to look to their managers for guidance on what they should be doing, how they should 

be doing it, and most importantly, why they should be doing it. For that, you need to clearly establish 

your goals and expectations. 

Here’s how Rees recommends doing that:
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Define your expectations

Start by setting your expectations – and making them as clear as possible.

• Affirm your job descriptions. As an employer, you may be the one writing all the job 
descriptions, but it’s your employees who decide whether your instructions are worth following or 
not. The challenge is being able to track that.

For example, when your salespeople interact with your CRM, they are the ones who determine 
what customer information should be entered. However, if you make the effort to keep a 
customer log of your own, you will get a more accurate picture of what’s going on.

• Explain your expectations. You need to set clear expectations for everyone that works for 
you, including managers. You can do that by openly stating what you want them to do and then 
giving them a task that they should accomplish within a specific timeframe.

For instance, you can instruct your sales manager to do one-on-one interviews with each 
salesperson on a daily basis to discuss their results and then report back to you at the end of the 
day to update you on what’s happening. You should set these expectations both verbally and in 
writing.



Set Daily, Weekly, Monthly and Yearly Goals

When setting goals for your employees, you need to write them down to ensure both you and your 
employees are committed to achieving them – and you need to review them every day in case of any 
changes.

Rees recommends using SMART goals to get the job done:

Specific. Be specific when establishing your goals by laying down the Who, What, Why, 
When, Where and How. Be sure to have goals for each day that feed into your weekly, monthly 
and yearly objectives.

Measurable. Make sure you can measure your goals – with dates and times. For instance, 
for a salesperson, a goal may be to sell a certain number of products in a certain number of 
days. If they don’t do that, then they have failed to meet that goal.

Attainable. Be sure not to set goals that are beyond your employees’ capabilities because 
they won’t be able to attain them.

Realistic. Your goals need to be realistic, so aim high enough to sustain your business, but 
make sure that those goals are reachable. 

Tangible. Achieving goals must be a tangible experience that involves at least one of the five 
human senses, such as sight, touch, smell, taste or sound. For instance, it may be a number 
that an employee can see on a board or a paycheck that they can hold in their hands.
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Track job duties and responsibilities on a daily basis

To make sure your employees are achieving the goals you have set for them, you need to be able to track 
their progress on a daily basis. As an example, here are some of the questions that you should be able to 
answer regarding the activities of each salesperson:

• How many opportunities to do business did you have yesterday? 
• What happened with each one? 
• How many sales have you made?
• Where are you against your goal?
• What profit was made on each sale?
• What follow-up calls were made?
• What was the result of each call?
• How many appointments for today?
• What prospecting was done yesterday?
• What prospecting are you going to do today?

To get the answers, Rees recommends having one-on-one interviews with each employee to ask them the 
questions that pertain to their responsibilities directly and keep track of them.
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Tip: For best results, it’s a good idea to have a customer log where you can record the 
specifics of each customer interaction, including who was handling that customer, what 
was said during the interaction and what result was achieved.



3. Increase Employee Performance

Integrated Dealer Systems 2017

Once you have everything in place to measure employee performance, you can start thinking of ways to 
improve it.
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• Don’t be afraid to discipline your employees if the 
cause of their subpar performance is not the lack 
of knowledge or skills.

• If an employee lacks knowledge, then be sure to 
provide them with plenty of in-house training, so 
that they can learn everything they need to know.

• If an employee lacks certain skills, then give them 
more opportunities to gain and practice those 
skills.

Train those who underachieve

While it’s absolutely natural to spend your time around high achievers, it’s your bottom-of-the-barrel 
employees who require your attention the most. By lifting them to the level of your high achievers, you can 
improve the performance of your entire dealership.

Rees recommends the following when it comes to dealing with underachievers:
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Reward employees for achieving their goals

Even high achievers may eventually give up on the goals you’ve set for them, if you don’t reward them for 
doing a good job. Here are some of the ways to reward your employees:

• Promote them. Give your high achievers a chance to rise 
even higher by promoting them to a new role. This will show 
others that working hard does pay off.

• Compensate to motivate. While changing payment 
plans is not always recommendable, make sure that each 
employee is properly compensated for their work – or they 
will lose their drive to perform well.

• Recognize task accomplishment. Employees 
appreciate a nice pat on the back for their efforts, so be sure 
to commend those who achieve their goals or reach certain 
milestones.



4. Discipline Your Employees
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Your employees need to understand that there can be negative or positive consequences to their 
actions, and it’s on you to determine what those consequences should be.
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Establish SMART consequences

To establish proper consequences, Rees once again recommends taking the SMART approach:

Simple. Don’t overcomplicate things by coming up with elaborate ways to punish your 
employees. Keep everything direct and simple.

Measured. Make sure the punishment fits the crime. For instance, if an employee is late, 
you can tell them to take the rest of the day off and then come back next morning to explain to 
you why you should keep them.

Absolute. Administer the same punishment to everyone and avoid changing your mind. 
Otherwise, your employees will not take your punishments seriously.

Responsible. Make sure the punishment is fair to everyone involved, including you, the 
employee and customers. For instance, if punishing an employee in a certain way would harm 
your business, don’t administer it.

Timeline. Establish a timeline for your consequences to make sure your employees follow 
through with whatever it is you want them to do, so that they can improve.
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Follow through on consequences

Rees recommends a very simple method of following through with consequences:

• 1st
offence – Write them up

• 2nd
offence – Write them up again

• 3rd
offence – Replace them

Though it may sound harsh, remember that it is your time and money that these employees are wasting.
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About Michael Rees
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Michael is a hands-on, results-oriented leader with a comprehensive successful background in RV 
sales, management, training and overall dealership operations. Michael has written several articles 
for magazines such as Auto Dealer Monthly, RV Executive Today and RV Business. He is also a 
regular workshop speaker for 20 groups and at the annual RVDA convention – he invariably speaks 
to a full house due to his captivating topics and lively presentation style.

President at A World of Training

Phone: 813-951-6586
Email: mrees@aworldoftraining.com

mailto:mrees@aworldoftraining.com
http://www.ids-astra.com/request-demo


About Integrated Dealer Systems
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Most dealerships struggle with keeping their operation lean and organized, so we built software
that puts all your dealership activities in one place, providing you with an easy way to eliminate 
inefficiencies and grow your business.

www.ids-astra.com

http://www.ids-astra.com/


Gain Control of Your Dealership with
A single dealership software to manage your entire business

Book My IDS Demo Now

For the first time, you'll be able to:

Know Your Business
See how you’re doing today and where your business is heading.

Grow Sales
Close more deals faster and keep your sales reps accountable.

Keep Service Profitable
Optimize the shop’s efficiency and boost your techs’ productivity.

Control Inventory
Track inventory in real-time and eliminate over or under-ordering 
parts.

Have peace of mind!

http://www.ids-astra.com/request-demo
http://www.ids-astra.com/request-demo


Discover effective 
methods to help you 
conduct an inventory 
count

DOWNLOAD

More Resources
There’s always more to learn!

Service Writer’s Guide to 
Success

DOWNLOAD

Learn about 7 basic 
service processes for 
delivering the best 
customer service
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Best practices 
for effective inventory counting

http://www.ids-astra.com/guide-how-to-count-inventory-download
http://www.ids-astra.com/guide-how-to-count-inventory-download
http://www.ids-astra.com/download-service-writer-guide
http://www.ids-astra.com/download-service-writer-guide


Wondering how much the right IDS Software 

can save you?

Try our free online ROI Calculator!

See my ROI now

http://www.ids-astra.com/roi-calculator
http://www.ids-astra.com/roi-calculator

