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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

o Specific m Measurahle o Relevant o Time bound

ll

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.”

o000

| will increase my ELR to $121.46 by May 1, 2024.

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?

R

The topic of ELR has been a discussion with my Dealer and Service Director, so it is an appropriate choice for
my SMART Goal. We have recently added Dynatron as a vendor, ELR is one of the items on their action item
list.

Increasing our ELR provides many benefits. While increasing overall gross profit, it will also better our fixed
absorption and allow us to apply for a warranty rate increase.

The consequences are less profit, lower absorption rates, and less warranty rate, which could lead to lower tech
satisfaction and a poorly managed service department.
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FIXED OPERATIONS 2 — SERVICE

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.

0000

Diag Fee

appointments from
lower Diag Fee,
increasing Repair
business

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT| CHECK POINT
DATES
Employ Dynatron Capital Service Director Implement Action Currently in place
Plans
Introduce 2-Tier Training Service Directior Gain additional Currently in place

Increase labor rate
on competitive
services

Dynatron did market
research and
surveys

Service Director

Quick increase on
being under priced
in market

Monthly

Add Labor Op for
Declined Labor

BDC/Service Writer
following up with
cust on next
appointment

Service writer and
Service Director

Increased work on
following visits

Automated email
and BDC follow up

Prewriting for
following days
appointments

Service Writer Time
and Effort

Service
Director/Service
Writer

Increased work on
appointment based
on suggestions of
maintenance or work
needed

Daily for next days
appointments

Adjustments to labor
tree

Service Director

Increased profit on
larger jobs based on
hours required

Monthly
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NADA c.n

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

!

How will you track your progress? Where will you find the information? How often will you check in?

We will track our results using Dynatrons reports, our monthly statement, and internal reports. We will review
some of the progress weekly and monthly.

Potential Obstacles? Potential Solutions?

Service Writer push back Training and education on what the bottom line
is for them as well.

Increased work
Will require additional techs. (we have the bays)

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

0000

@ our current proficiency rate of 99.19% it would = $182,234 annually in additional gross.
@ 125% proficiency rate it would = $227,724 annually in additional gross.
This is assuming no increase in warranty rate is applied.

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.

As this has recently been implemented, we meet on a monthly basis with the Service Director to discuss and
cover reports. The Service Director is actively monitoring the processes in place. With Dynatron we are able to
monitor any sort of price changes or discounting. We are also have a 3rd party company that is recording and
monitoring our service phone calls and providing any feedback.
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