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S M T

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

A A

S M T

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: We currently write 4500 customer pay RO's per month. Our average dollar per RO is currenlty at $140.00. Due to our high volume, maint centered service department we are extremley suseptable to staff shortages and inexperienced staff. Service writer training, proper staffing and Video MPI will be important factors for us to improve dollars per RO to $160.00 by March 31st, 2024. 
	2020 National Automobile Dealers Association All Rights Reserved: Our vision is to be the most guest centric automotive retailer while providing income opportunities for our staff and securing our partners financial investment. Our goal will provide a better experinece for the guest, training and production opportunities for our staff, and increased profitability for our partners.



If we don't acheive this goal we will continue to under serve our guest, limit our associates earning power and provide a lower return on investment for our partners. 



Achieving this goal will provide additional income for the store and separate us from our competitors who do not utilize Video MPI in their presentations. It should also improve Toyota Loyalty and Engagment Efficency with a more satisfied guest returning for additional service.
	SPECIFIC ACTION STEPRow1: Hiring and maintaining a skilled Service Advisor staff.
	NECESSARY RESOURCESRow1: Using Indeed optimization with income guarantees to bring experinced advisors into our store.
	ACCOUNTABLE PERSONSRow1: Luis Alvarez, Service Director.
	EXPECTED RESULTRow1: Maintaining a staff of 5 express service writers and 9 main line advisors.
	START END  CHECK POINT DATESRow1: Start date will be 12/1/2023.

Check point will be 12/15/2023.

End date will be 1/31/2024.
	SPECIFIC ACTION STEPRow2: Training our Advisor staff to present, build value and overcome objections for additional sales.
	NECESSARY RESOURCESRow2: In store training, utilizing top performers, Service Director and General Manager.
	ACCOUNTABLE PERSONSRow2: Luis Alvarez

Philip Saunders

Andy Vigil
	EXPECTED RESULTRow2: Knowledgable staff who can communicate the importance of services and maintain longevity.
	START END  CHECK POINT DATESRow2: Start date 12/1/2023

Check point 12/15/2023

Training can never stop.
	SPECIFIC ACTION STEPRow3: Transition Technician staff from picture MPI to Vidoe MPI.
	NECESSARY RESOURCESRow3: Beginning with one team, green team. Immediate switch. Next step will be express, followed by each additional team.
	ACCOUNTABLE PERSONSRow3: Luis Alvarez

Andy Vigil 

Chris Torres

Philip Saunders
	EXPECTED RESULTRow3: With Vidoe media leading to higher closing percentages, we should see our average dollars per RO Increase
	START END  CHECK POINT DATESRow3: Start date 12/01/2023.

Check point 12/15/2023

No end point. constant monitoring.
	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: We can measure our increases through Qlik Sense. The information will be located in our variable measurement application. We will review bi weekly to rate performance.
	A_2: Service Writer buy in to attend training before our doors open at 7:00am. 



Technicians embracing Video.



Maintaining an Advisor staff capable of working in our fast paced enviroment.
	A_3: Paying our advisors for the time spent in training.



Communicating the differences in closing percentage and equating that to dollars earned for the technician.



Proper training will build an advisor staff with longevity and knowledge who will be more comfortable in their roles.
	R: Based on our average of 4500 Customer pay RO's, an increase of $20.00 per RO would equate to an additional $90,000.00 per month in gross profit. 1,080,000.00 for year 2024.
	S: Using Qlik Sense, involving myself in the training aspect of the program and ensuring communication with the technicians as we go forward.


