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NADA Academy Fixed Operations 2

Advanced Service Seminar

Instructors:

Bob Atwood				Larry Hourcle				Cindy Hach
batwood@nada.org 			lhourcle@nada.org 			chach@nada.org
410.336.9600			571.259.1430			512.818.6941

The details for this training session are:

Location:	All sessions will be on Zoom using the link provided:
Join Zoom Meeting
https://nada.zoom.us/j/86736697755?pwd=SC9jTHcvMFd4bXZiRUZkLzFWTm12Zz09

Meeting ID: 867 3669 7755
Passcode: 900467
Orientation session: October 30th from 12 pm -1 pm EST. This session is voluntary to give you time to ask any questions about your upcoming class.
Class days: Class begins on Monday November 6th at 10:30 am EST and ends at 1:45 pm EST.  This will occur every Monday, Wednesday, and Friday from November 6th  thru November 17th, 2023.  

Please do not hesitate to contact us if you have any questions.

Study Month: September 2023 (your financial statement and data should reference this month)

Things To Do Before Arriving for Service Class

1. Bring a complete printed financial statement, if you are not familiar with your financial statement, before class complete and bring the attached “Addendum Sheets”.  These should be completed by the Office Manager (Controller).  ALL spaces on the “Addendum Sheet” MUST be filled in correctly. Please use September 2023 data.

2. A description of a problem your service department is facing to be discussed in class.

3. Copies of the accounting documents for 50 recent repair orders (ROs):
· The ROs must have at least one line of customer pay labor (skip ROs that have only warranty, service contract, sublet, or internal labor) they can have warranty or internal lines. You may have to go through 100 to 150 ROs to find 50 with customer pay labor. You can include express ROs.
· The ROs should be in sequence (there will be gaps for the non-customer pay ROs).
· Don’t mix high-line with non-high-line.
· The copies must have:
· Labor PRICE for each operation.
· TIME paid to the technician to determine each labor price (e.g. 1.5, 3, 2.7, etc.).
· Total labor COST for each line on the RO.
· NOTE: If you use Reynolds & Reynolds, you must add information to the RO copies. You’ll need the amount of time paid to the technician and the cost associated with paying the technician for every customer pay line. This may be hand-written on the copies you bring to class.
4. Bring one copy of the complete service repair order for three (3) of the ROs you selected above, including:
· Technician notes
· Estimates
· Multipoint inspections
· Time punches
5. An Open RO Report (2 pages only). 
6. Exception/Deviation reports for both parts and service for one day only.

	DMS
	Service
	Parts

	CDK
	RO Exception
	Report Override

	Reynolds & Reynolds
	#3619
	#2542

	UCS
	Labor Analysis Report
	Parts Accounting Entries

	Tekeon/AutoMate
	Not available
	Not available

	Dominion
	Audit – Exceptions Report
	Parts- Override

	Dealer Track
	Service Writer Discounts Used
	Parts Price Override



7. A spreadsheet with the technician number and hourly pay for each technician, as well as the average pay for the group. 
8. A printed copy of the completed data collection sheet (next page), and the franchise dealer and non-dealer surveys (included in this document).
9. You will need a computer with full Excel installed and NOT a demo version. DO NOT try to do the calculations on a smart phone or tablet! Please have a calculator for manual calculations.

10. Have the Service Department Survey completed by your technicians. The document is included in email documents.

11. I recommend bringing a calculator to class with you for the calculations in the book and business cards to connect with others in the class.

Data To Collect Before You Come To Class

Fill in the shaded (peach) cells.

1. Complete this calculation using data from your Financial Statement (FS) and DMS. Exclude gross parts transfer and sublet from this calculation.

	$149,541.03
	−
	$115,891.83
	=
	$33,649.20

	Total Labor Sales (FS)
	
	Total Labor Gross (FS)
	
	Labor Cost

	

	$33,649.20
	÷
	1,219.60
	=
	$27.59

	Labor Cost (from above)
	
	Total Hours Sold (DMS)
	
	Weighted Average Tech Cost




2. The total number of new vehicles sold by your dealership in the last five years (excluding fleet).

	1,529

	New Vehicles




3. The total number of service bays/stalls/mobile units

	12

	Service Bays/Stalls




4. The following Effective Labor Rates from your DMS:

	$122.61
	$120.35
	$133.82
	$122.16

	Overall ELR
	Customer Pay
	Warranty 
	Internal 











Survey Instructions

Franchise Dealer Labor Rate Survey Instructions (Next Page)

1. Work with your service manager to fill out the first row of the Dealer Survey with the information for your dealership.
2. Use the Single column if there is only one rate for all jobs.
3. Use the Variable column if there are different rates for customer pay, warranty, maintenance, repair, electric vehicle, and/or internal jobs.
4. In the Flat Rate Time Standard column, indicate the sources they use to estimate labor time for customers.
5. Ask your service manager to contact your main competitor franchise dealers and get the same information from them. Note: If you are a domestic store use other domestic stores for the information.


Non-Dealer (Independent Store) Parts and Labor Rate Survey Instructions (Last Page)

1. In the left column, list all the non-dealer competitors in your area (Goodyear, Firestone, Jiffy Lube, etc.).
2. Imagine a vehicle you sell with a 2018 model year. Assign mileage that is out of warranty.
3. Ask someone to call the competitors and say they are thinking about buying this vehicle, but they need to know their future maintenance costs.
4. Ensure they fill in all the information for each competitor and get the total amount including parts and labor.
5. Calculate the averages by totaling each column and dividing by the number of independent stores called.
6. Work with your service manager to fill out the bottom row with the pricing information for your dealership.








Dealer Labor Rate Survey
Complete this survey if you have a dealer (OEM) store.  
	Dealer
	Labor Rate
	Flat Rate Time Standard

	
	Single
	Variable
	

	Hilltop
	
	C _159_____
W  150.83__
M ______
R _______
I _______
	_____ Factory
_____ Chilton
_____ Computer
_____ Motors
[bookmark: _GoBack]___X__ Mitchell
_____ Other

	Quirk Chevy Buick GMC
	
	C _139.95_
W  141.70 
M ______
R ______
	_____ Factory
_____ Chilton
_____ Computer
_____ Motors
___X__ Mitchell
_____ Other

	Liberty Chevy
	
	C _168/180_
W _150.57_
M ______
R  ______
	_____ Factory
_____ Chilton
_____ Computer
_____ Motors
_____ Mitchell
__X___ Other

	Herb Chambers Cadillac
	
	C _229.00_
W _184.11_
M ______
R  ______
	_____ Factory
_____ Chilton
_____ Computer
_____ Motors
___X__ Mitchell
_____ Other

	Irwin Chevy
	
	C _169.00_
W _122.25  
M ______
R  ______
	_____ Factory
_____ Chilton
_____ Computer
_____ Motors
__X___ Mitchell
_____ Other

	Variable Rate Code(s):
C=Lowest, Most Competitive (ie., L.O.F., etc.)                W=Warranty     
M=Maintenance Rate (Normal Factory Maintenance)     R =Highest, Repair Rate     I = Internal


Non-Dealer Competitive Maintenance Pricing Summary Survey
· This survey is designed for independent, or non-dealer stores.  
· Make sure to include parts and labor.
	Competitor Name
	Lube, Oil & Filter
	Cabin Filter
	Balance Tires
	Align Front End
	Service A/C
	Replace Front Disc Pads

	VIP 
	$80
	
	64.95
	139.95
	
	$399+

	FIRESTONE
	109
	59.95
	69.95
	119.95
	
	424.95+

	SULLIVAN TIRE
	75-125
	30
	
	110.00
	
	299.95+

	MIENEKE
	75-90
	
	79.95
	99
	
	349.95+

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	Competitor Averages
	
	
	
	
	
	

	My Dealership
	79.95-89.95
	59.95
	99.95
	129.95
	
	525+
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All information must be completed with the Office Manager (Controller). Please use monthly figures only for the study period September 2023.

REPAIR ODRERS (MONTHLY) COUNT

Customer Pay/ Express service/ Extended service contracts			_283______

Warranty/ Prepaid Maintenance/ OEM service contracts			_104______

Internal/ Accessories								_158_______
										

SERVICE SALES AND GROSS


   Category		  	   Sales			   Gross	          		Gross Profit %

Customer Car			$76,877     		$57,833      		___75.2___%

Customer Other 		$________		$________		__________%

Customer Other		$________		$________		__________%

Warranty			$21,714     		$17,339     		___79.9 ___%

Warranty Other		$________		$________		__________%

Internal			$52,296     		$40,837     		____78.1__%

NVI /PDI/Road Ready		$________		$________		__________%

Adj. Cost of Labor or					$_(1,827)_
  Unapplied Time
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PARTS SALES AND GROSS


   Category     			     Sales		      Gross      	             Gross Profit %

Parts RO Mechanical		$45,441     		$18,116      		__40______%

Warranty Parts		$12,052     		$6,752       		__56______%

Internal Parts			$21,470     		$9,498       		__43.7 ____%

Counter Retail Parts		$1,426      		$618          		__43.3 ____%

Wholesale Parts		$________		$________		__________%

Body Shop Parts		$55,747     		$15,631     		__28.04____%



Accessories                                   $9491                           $1251                                 13.18%



GROSS PROFIT (MONTHLY)


Total Parts Department							$62,399_____

Total Service Department							$114,822 ____

Total Body Shop Department							$37,586          _
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EXPENSES (MONTHLY)


Total Dealership Expense							$375,392____

Service Policy Expense							$2,034______

Service Shop Supplies Expense						$1,508______

Service Personnel / Variable / Selling Expense				$68,069_____

Service Semi-Fixed Expense							$19,502_____

Service Fixed Expense*		         					$11,827_____




*Ford and Chrysler Dealerships only:
 Is there an allocation of Fixed Expenses to service?  	  ________Yes 	    _______No

If NO: Total Fixed Expense X 21% (w/Body Shop)       =            __________Service Fixed Exp.
                                                       OR
            Total Fixed Expense X 33% (no Body Shop)      =            __________Service Fixed Exp.

Service Unallocated Expense (GM Z Account Only)			$__________

What is the TOTAL MONTHLY Service Department Expense?	$__________	
This number MUST agree with the Financial Statement!!!!
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YTD Total Labor Sales (Include Sublet)				$1,180,699_______

YTD Internal Labor Sales						$425,795_________

YTD PDI/NVI/Road Ready Labor Sales				$N/A ____________
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