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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? 
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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: To reduce the percentage of one line ROs from 72% to 35% by June 1, 2024.
	2020 National Automobile Dealers Association All Rights Reserved: Part of the dealer's vision is to create an environment where customers see tangible value for their time and money spent in our Service Department. The success of this endeavor will lead to increased profits along with higher customer satisfaction, also in line with the dealer's vision. The consequences of not achieving this goal will be continued under-performance and stagnation in this department. This goal is important because we have long had a serious problem with a high number of oil change customers due to the selling of lifetime packages out of our Sales Department.
	SPECIFIC ACTION STEPRow1: Change the existing front end Advisor  process
	NECESSARY RESOURCESRow1: Training materials for Advisors and techs 
	ACCOUNTABLE PERSONSRow1: Service Director
	EXPECTED RESULTRow1: A better understanding of why this is critical for the Service Department
	START END  CHECK POINT DATESRow1: 11/14/23 start; materials to be produced by 12/1/23 
	SPECIFIC ACTION STEPRow2: Create new selling menus for Advisors
	NECESSARY RESOURCESRow2: OEM recommended guidelines
	ACCOUNTABLE PERSONSRow2: Service Director, GM
	EXPECTED RESULTRow2: A clear set of recommended services for the lifetime of the vehicle to prersnt to customers on each visit.
	START END  CHECK POINT DATESRow2: 11/14/23 start; menus to be created by 12/1/23; progress monitored weeklys
	SPECIFIC ACTION STEPRow3: 
	NECESSARY RESOURCESRow3: 
	ACCOUNTABLE PERSONSRow3: 
	EXPECTED RESULTRow3: 
	START END  CHECK POINT DATESRow3: 
	SPECIFIC ACTION STEPRow4: 
	NECESSARY RESOURCESRow4: 
	ACCOUNTABLE PERSONSRow4: 
	EXPECTED RESULTRow4: 
	START END  CHECK POINT DATESRow4: 
	SPECIFIC ACTION STEPRow5: 
	NECESSARY RESOURCESRow5: 
	ACCOUNTABLE PERSONSRow5: 
	EXPECTED RESULTRow5: 
	START END  CHECK POINT DATESRow5: 
	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: Will perform an analysis of all ROs set up as one line item appointments. 
	A_2: Any new process will naturally run into resistance from current staff. There will no doubt resistance from customers as well who are reluctant to spend any additional money.
	A_3: Advisors and techs will need constant monitoring and instruction to stay on track. We also need to show value to Advisors and techs by sharing the class analysis showing potential profits. This in turn needs to be cummunicated to the customer so that they see the value as well.
	R: Diificult to accurately calculate; dependent upon the extent of additional service work that can be sold but the results should be significant.
	S: This will take constant monitoring of both Advisors and tech on a continuous basis. ROs are normally reviewed on a regular basis by the Director, GM and the owner so results should be readily visible soon (hopefully).


