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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific m Measurahle o Relevant o Time bound

!

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

My goal for my store is to increase service profit by increasing my KSI scores from 925 to 950 by March 2024.
The KSl is the survey Kia uses to measure the customer experience when they come in for service. The metric

I will use to measure our performance in Kdealer called Goalline. Goalline updates your surveys and scores
daily in the system.

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

As a General Manager you always want your customer service to be top tier in the region. When you have
great customer service customers will spend more money if they are treated well. The benefits of achieving this
goal is for customer retention, increase customer pay, and employee moral gets better. The goal is important to
me to get the store approvable and win the President's Club award.
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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

SPECIFIC ACTION/
STEP

NECESSARY
RESOURCE(S)

ACCOUNTABLE
PERSON(S)

EXPECTED RESULT

START, END, &
CHECK POINT
DATES

To create a new
process on how to
take care the
customer.

Training courses
from my new Fixed
Ops Manager.
Meetings with the

advisors on selling
techniniies

Fixed Ops Manager
Shop Foreman
Service Advisors

March 2024

December 1, 2023
Check Point Dates-
Monthly checks on
15th and last day of
the month.

Weekly meetings
with DSM and Lithia
Service Trainers.

Training from the
manager on how to
do proper
walkarounds on a

service car on the
drive

Fixed Ops Manager
Shop Foreman
Service Advisors

March 2024

December 1, 2023
Check Point Dates-
15th and last day of
the month.
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SERVICE OPERATIONS HOMEWORK — ACTION PLAN

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

0000

I will check the scores daily through Kdealer which updates daily your surveys and scores. | will track the
service profit daily through CDK to track my customer pay and hours per RO.

Potential Obstacles?

1. No buy in from the service advisors.

2. The new process is not performed the same
way on every customer.

3. Advisors not selling which can lead to less
profit.

Potential Solutions?

1. Better moral in the service department.
2. Service gross profit increases.

3. Better moral from the advisors because they
making more money.

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

0000

This process will increase our service gross by 10% monthly.

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.

| hired a new Fixed Ops Manager December 1, 2023 to get my vision for service executed moving forward. |
will help him with the new policies and procedures daily to make sure we do not go back to the old poor habits.
The change will build new culture that will take us to KSI greatness.
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