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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



FIXED OPERATIONS 2 – SERVICE
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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: Increase the % of repair orders with no difference between the beginning and ending odometer reading from 44.46% to 90% by March 31, 2024.  
	2020 National Automobile Dealers Association All Rights Reserved: Our dealership's slogan is "Experience the DIfference".  We pride ourselves in providing a positive and professional experience for our customers.  



Attention to detail in documenting repairs completed in our service department demonstrates to our customers that we are both competent and professional. 





Completing repair orders with inaccurate information is sloppy and unprofessional.  Not correctly recording odometer readings could lead to legal consequences for dealership and raise issues with warranty claims. Major discrepancies (there were 8 with significant errors in the out reading) create questions about the accuracy of the mileage on the vehicle in the event of transfer.



This is important to me because protecting the dealership from unnecessary legal exposure is a key part of my job. 
	SPECIFIC ACTION STEPRow1: Identify which advisors and/or techs are major contributors to the issue
	NECESSARY RESOURCESRow1: Design DMS report to gather data
	ACCOUNTABLE PERSONSRow1: Controller
	EXPECTED RESULTRow1: Data by advisor/technician on performance.
	START END  CHECK POINT DATESRow1: 3/20/2024


	SPECIFIC ACTION STEPRow2: Meet with technicians to review the requirement to document ending odometer reading


	NECESSARY RESOURCESRow2: None


	ACCOUNTABLE PERSONSRow2: Service Manager




	EXPECTED RESULTRow2: Technicians noting odometer reading when work has been completed.
	START END  CHECK POINT DATESRow2: 3/20/2024 - 

3/22/2024
	SPECIFIC ACTION STEPRow3: Meet with Advisors to review the requirement to document ending odometer reading


	NECESSARY RESOURCESRow3: Results of Feb 2024 RO analysis
	ACCOUNTABLE PERSONSRow3: Service Manager &

Drive Manager


	EXPECTED RESULTRow3: Advisor inputting the correct "out" odometer reading/verifying that tech has updated the mileage in the DMS before closing repair order.


	START END  CHECK POINT DATESRow3: 3/20/2024 - 3/22/2024


	SPECIFIC ACTION STEPRow4: Monitor daily repair order detail.
	NECESSARY RESOURCESRow4: DMS report
	ACCOUNTABLE PERSONSRow4: Service Advisors
	EXPECTED RESULTRow4: Improved compliance 
	START END  CHECK POINT DATESRow4: 3/23/2024 - 3/31/2024
	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: Custom report created in Dealertrack DMS listing RO, Tech & Service Advisor comparing In and Out odometer readings.  Report will run daily for the prior day's closed repair orders. 
	A_2: Old habits die hard. And I'm the controller, not the department manager. Success is contingent on buy in from Drive Manager & Service Advisors.
	A_3: Sometimes a comment from outside of the department has a different impact. Will email Attaboys to Advisors as I see their performance improve. And gently nudge the ones who are "making me cranky".   
	R: No direct financial impact. 
	S: Monitor report daily and provide feedback to Service Manager, Drive Manager & Advisors.  Continue to work toward achieving 100% compliance. 


