
VAN HALEN, BROWN M&MS,

CAR WARS

hat do brown M&Ms, Van Halen, 
and Car Wars have in common? 
Van Halen, the epic hard rock band, 

is infamously known for a seemingly ridiculous 
request in its extensive tour rider manual. It 
stated that absolutely no brown M&Ms may 
be present backstage. This misunderstood 
detail was actually a sneaky tool to determine 
if management was diligent in doing the work 
correctly. If Van Halen found brown M&Ms, 
the group immediately knew to expect larger 
problems ahead.

Geno Walsh, Director of Retail Operations at 
Qvale Automotive Group, says that it’s crucial 
– for both the customer experience and the 
dealership’s success – to be proactive and 
make sure a small issue doesn’t create an 
even bigger problem, such as an agent not 
returning calls and missing a sales opportunity. 

Walsh has developed his own brown M&M 
system to ensure staff accountability across 
his 15 dealerships nationwide. By zeroing in 
on key CRISP metrics, Walsh can easily identify 
problematic areas (aka brown M&Ms) and 
prevent future issues. As a simple way to hold 
his dealerships accountable, Walsh created 
his own unique report - the Green, Yellow, and 
Red report - to compare and categorize each 
store’s performance.

To compile the Green, Yellow, and Red 
report, Walsh pulls the CRISP data from each 
dealership. Based on the CRISP score, the 
store’s performance is determined as either 
Yellow, Red, or Green. Red falls between a 
50 - 59.9%. Yellow is 60 - 69.9%. Green is 
70% or greater while an ideal CRISP report 
is 75%. Walsh then emails the group each 
store’s weekly report with problematic areas 



Is your CRISP score trending 
up or down?

How many unassigned calls are 
in the phone bucket?

How many calls are your 
managers listening to?

How many outbound calls are 
managers making?

How many missed opportunities 
are pending action in the 
Pursue Box?

How many unclaimed sales 
opportunity calls are in Car 
Wars?

QVALE’S CRISP GRADING SCALE

FINDING
YOUR BROWN M&MS

Activities breed results. If 
I don’t see activities then 
usually there are no results.

50-59.9%
Trouble Zone: Requires 
immediate attention

60-69.9%
Warning Zone: Room for 
improvement

70%+
Well Done: Continue to 
consistently deliver results

highlighted in their respective color categories. 
The stores are ranked by their color. He 
furthers the conversation by following up 
with each of the 15 stores with a phone call 
to discuss how they can improve on Owning 
The Phone.

Walsh reflected on his brown M&Ms system, 
saying, “I have to have that in place in order 
to manage 15 different dealerships with 15 
different sets of sales teams and 15 different 
sales managers, and 9 different products. The 
technology that I have available with Car Wars 
gets me through.” Walsh emphasizes the need 
to be consistent and involved in the details 
because when one metric is poor, the others 
subsequently suffer. 

The level of productivity and proactivity are 
directly reflected in the reports. Compensation 
plans are tied to the reports to motivate stellar 
delivery. “Activities breed results,” Walsh said. 
“If I don’t see activities then usually there are 
no results.” Since using this system, one of his 
dealerships has had a 230% correction above 
service in sales.

Wonder where brown M&Ms exist at your 
dealership? Implement your own brown M&M 
system and look in Car Wars each week to 
drive manager accountability.  

– GENO WALSH


