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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

Improve customer pay gross and utilization of the tools. We’'ll use CDK’s OP’s Reports as our tool to meassure
daily. Our specific item will be wheel alignments. December will be our training period for a full scale roll out in
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

We’re in the middle of a buy-sell and the new ownerships vision should align with industry standards. We’ll
continue to focus on customer pay and we know currently that this is an area of opportunity to grow. Our trending
sales have declined in the last 5 years and the UIO’s make customer pay a consequences we can'’t afford. This
goal plays a bigger role in our profitability and the store can'’t afford missing customer pay targets.
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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

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHE;:I:(TEgINT
Training of service  [Printed menu’s on Drive Manager and |Objection handling  [December 1st -31st
advisors with menu  |the service drive and |Second Chair and upselling
selling. word tracks/scripts  |Finance Manager

from Finance to
assist in training.
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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?
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Op code reports with Op code tracking menu sales. Currently we’re using X-TIME inspection reports and we plan
to use the number of alignment (in this example) rec’s on the inspection report to track progress.

Potential Obstacles? Potential Solutions?
Customer declines Sunbit
Techs not recommending Tech training and contest incentives

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

0000

Our retail cost is $89.99, average tech ELR is $38 with a 50% all in penetration rate, $10,657.95 from $1403.73
(Desired goal of 205 compared to 27 current), $9,254.22 MO x 12 = $111,050.64 YR

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.

Tire sales has been a major focus for us, alignment sales needs to follow suit and our 2024 pay plans will include
alignment sales as a component of compensation.
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