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What is your goal? What do you want to achieve? From what metric? To what metric? By what date?
Example: “I will decrease my 5K run time from 30 minutes to 21 minutes by June 15, 2020.”

R

How does this goal align with or support your dealer’s vision? 
What are the BENEFITS of achieving your goal? What are the CONSEQUENCES if you don’t?
Why is this goal important to you? 

RM TS ASpecific Measurable Achievable Relevant Time bound

SERVICE OPERATIONS ASSIGNMENT – ACTION PLAN



FIXED OPERATIONS 2 – SERVICE
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What specific actions or steps will you take to accomplish your goal?  What will you do differently or 
improve? 
For each, be sure to include necessary resources, who is accountable, the measurable result, and dates. 

A TS M

SPECIFIC ACTION/
STEP

NECESSARY 
RESOURCE(S)

ACCOUNTABLE 
PERSON(S) EXPECTED RESULT

START, END, & 
CHECK POINT 

DATES
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Potential Obstacles? Potential Solutions?

BOTTOM LINE! What is the financial impact (expressed in dollars) of achieving your goal?

R

How will you track your progress? Where will you find the information? How often will you check in? 
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CONGRATULATIONS! You’ve accomplished your goal! You added or adjusted policies, procedures, and 
behaviors. Now what? How will you ensure you and your staff do not fall back into the previous habits 
that produced poor results? Be specific.

S A

SERVICE OPERATIONS HOMEWORK – ACTION PLAN


	How does this goal align with or support your dealers vision: Currently for Oct we had 2.01 average hours per CP RO. We want to at minimum, maintain a 2.0hr average and look towards increasing that average to 2.25hrs by Feb 2024. 
	2020 National Automobile Dealers Association All Rights Reserved: This goal aligns with our dealer vision to come closer to our monthly parts and service objectives. 



Achieving this goal will provide a higher GP average per RO which will allow us to hit monthly objectives. 



It is important for the store success, year over year growth, monthly objectives. 



In doing so, more hours for the technicians, better GP sales for the advisors and parts team. 
	SPECIFIC ACTION STEPRow1: Selling more at the desk 
	NECESSARY RESOURCESRow1: Checking history & ensuring at time of write up all recommended services are sold. 
	ACCOUNTABLE PERSONSRow1: Service advisors 
	EXPECTED RESULTRow1: Selling all recommended services by manufacture, to all customers. 
	START END  CHECK POINT DATESRow1: Weekly review with advisors, starts now. 
	SPECIFIC ACTION STEPRow2: Selling all additional work recommended to customers 
	NECESSARY RESOURCESRow2: Providing good value to customers when selling repairs 
	ACCOUNTABLE PERSONSRow2: Service advisors 
	EXPECTED RESULTRow2: Selling recommended repair work and staying consistent 
	START END  CHECK POINT DATESRow2: Daily reports on previous recommended work provided to service manager 
	SPECIFIC ACTION STEPRow3: Thorough walk arounds with customers 
	NECESSARY RESOURCESRow3: iPad check-in 
	ACCOUNTABLE PERSONSRow3: Service advisors & customers 
	EXPECTED RESULTRow3: Thorough walk around means easier to sell recommended services at time of check in. 
	START END  CHECK POINT DATESRow3: Reports on dollars sold at check in. Reviewed weekly with advisor. 
	SPECIFIC ACTION STEPRow4: Communication 
	NECESSARY RESOURCESRow4: Consistent customer updates 10am/2pm/4pm. Via phone email or text. 
	ACCOUNTABLE PERSONSRow4: Service advisors & technicians 
	EXPECTED RESULTRow4: Communicating a good understanding of work being recommended so the customer sees value. 
	START END  CHECK POINT DATESRow4: Daily reports on up-sell % and spot checking advisors for customer updates.
	SPECIFIC ACTION STEPRow5: Parts in stock/on hand 
	NECESSARY RESOURCESRow5: Running fill rate reports and lost sale reports 
	ACCOUNTABLE PERSONSRow5: Parts Manager 
	EXPECTED RESULTRow5: Having the correct part on hand for a high first time fill rate and selling work the same day.
	START END  CHECK POINT DATESRow5: Continued service & parts managment cohesion and review lost sale reports weekly. 
	SPECIFIC ACTION STEPRow6: 
	NECESSARY RESOURCESRow6: 
	ACCOUNTABLE PERSONSRow6: 
	EXPECTED RESULTRow6: 
	START END  CHECK POINT DATESRow6: 
	SPECIFIC ACTION STEPRow7: 
	NECESSARY RESOURCESRow7: 
	ACCOUNTABLE PERSONSRow7: 
	EXPECTED RESULTRow7: 
	START END  CHECK POINT DATESRow7: 
	SPECIFIC ACTION STEPRow8: 
	NECESSARY RESOURCESRow8: 
	ACCOUNTABLE PERSONSRow8: 
	EXPECTED RESULTRow8: 
	START END  CHECK POINT DATESRow8: 
	A: We will track our progess through reports pulled in CDK. This comes from the "daily service advisors" report. Check in daily to see how hours per RO are progessing. 
	A_2: Service advisors not following process 
	A_3: Hold them accountable 
	R: $9135.00 per month in CP sales by moving the needle up .25hrs per CP RO
	S: Continue holding advisors accountable, running reports and consistently checking them to ensure results are met. Adhering to process' set out to make our store succeed in reaching our objectives. 


