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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
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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? 

A TS M
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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: I will like to increase our customer pay labor gross profit % from 71% to 76% by May 1st, 2024.
	2020 National Automobile Dealers Association All Rights Reserved: This goal would align us with NADA guide.

Benefit of achieving the goal would be increasing the gross profit to the department. Increase profitability helps with fixed absorption ratio. 

Consequences would be lost revenue for the department.

Why it important to me because every dollar matters.
	SPECIFIC ACTION STEPRow1: Hire Apprentice
	NECESSARY RESOURCESRow1: Accounting approval to add payroll. HR approval for posting and hiring.
	ACCOUNTABLE PERSONSRow1: GM and Allan
	EXPECTED RESULTRow1: Lowered average tech wage cost.
	START END  CHECK POINT DATESRow1: Nov 30th, 2023
	SPECIFIC ACTION STEPRow2: Train advisor to dispatch and in future grow to hire a tower operator /  internal advisor.
	NECESSARY RESOURCESRow2: Accounting approval to add payroll. HR approval for posting and hiring.
	ACCOUNTABLE PERSONSRow2: GM and Allan
	EXPECTED RESULTRow2: Dispatch job based on skill code.
	START END  CHECK POINT DATESRow2: Start Dec 1st, 2023
Checked on Jan 01, 2024
	SPECIFIC ACTION STEPRow3: Perform market analysis quarterly.
	NECESSARY RESOURCESRow3: Mobile Phone and Time set aside.
	ACCOUNTABLE PERSONSRow3: Service receptionist
	EXPECTED RESULTRow3: Get to know what is the rate. You dont have to be the cheapest to compete but definitely cannot be the most expensive.
	START END  CHECK POINT DATESRow3: Start Nov 15th, 
Check Dec 15th and Jan 15st, Feb 15th, Mar 15th.
End Apr 15th.
	SPECIFIC ACTION STEPRow4: Educate my advisor about giving away discount.
	NECESSARY RESOURCESRow4: Advisor huddle time weekly
	ACCOUNTABLE PERSONSRow4: Allan
	EXPECTED RESULTRow4: Less discount = more gross = higher gross profit %
	START END  CHECK POINT DATESRow4: Weekly starting Nov 15th.
Ending week of April 2024
	SPECIFIC ACTION STEPRow5: Update CDK operation codes monthly. Build menu items for maintenances that can bump up ELR.
	NECESSARY RESOURCESRow5: CDK time set aside
	ACCOUNTABLE PERSONSRow5: Allan
	EXPECTED RESULTRow5: Having maintenance menu items that can bump up ELR will help offset the lost leader. Therefore increase GP%
	START END  CHECK POINT DATESRow5: Monthly starting Dec 1st 2023.
Ending Apr 2024.
	SPECIFIC ACTION STEPRow6: Work with local technical institute on finding cheaper apprentice (level 1)
	NECESSARY RESOURCESRow6: Working relationship with local technical institute
	ACCOUNTABLE PERSONSRow6: Allan
	EXPECTED RESULTRow6: Having access to student from technical school will give us a leading edge to cheaper cost tech.
	START END  CHECK POINT DATESRow6: Quarterly chat with technical instructor and recruiter starting Dec 1st.
	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: Run service report weekly under Repair Order analysis.
Tick the box for customer pay work within a time period.
Track the numbers weekly and monthly.
	A_2: -Insufficient time
-Advisor bad habit of giving things away
-Busy tire swap over season resulting in having to use red seal tech for lost leader jobs.
-Market rate for technician fluctuating and causing us to overpay to keep tech.
	A_3: -Work on reporting after hours.
-Show advisor what their potential income is with lower discount given.
-Treat people well enough for them to stay even if wage may be lowered.

	R: $913 dollars more in gross based on Sept numbers. However as company grows this number will expand.
	S: Watch dispatch screen to ensure competitive price menu item jobs goes to Apprentice and not Red Seal if possible.
Adjust pricing to reflect effective labor rate required to hit gross profit percentage.


