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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific @ Measurahle 0 Relevant ° 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

The Specific Goal is to produce more hours out of my technicians. My mechanic working 8 hours a day is
supposed to produce at least 12 hours of work. We are not currently seeing that.

This is measurable by checking their timecards and the amount of money produced every week. If we produce
more hours, we should make more money every week. We must see what the current issue is. Whether it's too
long of breaks or concentrate on whether the dispatcher is distributing the issues to the right mechanic for the
job that would be time effective and satisfactory to the customer. Also, we need to increase their training and
ensure they are completing it.

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 goal aligns with my dealerships vision because it helps the overall GP of the store and it would help make
more customers happy and satisfied when the job is done right, correctly, and timely. The benefits of achieving
this goal is more gross profit and more customers satisfied which is a rise in CSI and google reviews. The
consequences if | do not accomplish this goal is that my service department remains the same and that' s not
good. We can do way better if we implement but more importantly enforce these rules. This goal is important to

me because this is my community and my backyard and more happy customers means better business for me
and my family.
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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

job

gualifations and the

knowledge of the
iesiie of the car

time efficient
manner.

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHEé::TEgINT
dispatcher a dispatcher that Jemel B to dipatch the issue |april 1-july 1
dispatching the knows the to a mechanic that  |check point dates:
correct tech for the  |mechanics can fix the issue in a

once a week

check on the issue
of breaks

paying attention to
the mechanics and
how nany breaks
they take

john d ( manager)

That the breaks are
not steaking my
paying time.

april 1-july 1

once a day for a
month then once a
week

ensure we are
taking the exams for
techs can go upin
grade

STaying on top of
them when it comes
to there test

john d ( manager)

That the techs do
better in taking their
exams and going up
a level

april 1- julyl
once every 2 weeks

try and find more
techs

staying on top of my
manager

Johnd

that we find at least
1 qualifed person

april -july

once a week
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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?
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time cards and my finanical statement and RO's
I will time cards once a week,

I will check RO's once a day (i am back there 2 hours a day)

Potential Obstacles? Potential Solutions?
push back with my service techs on how i am we increase time and profit and customer CSI
going through their RO's anfd google reviews.

| dont anticipate any other push back ( not to
my face at least)

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

0000

if we use the above calculations a mechanic working 8 hours a day BUT producing 4 extra hours a day for a
total of 12 hours produced that is 40 hours extra a week .

i mam o~~~ o ' . PN

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.

by staying on top of them and showing them that you are paying attention. When it comes to my dispatcher,i
have to pay attention to whether he is distribuing the right job to the right person trained for it. | have ot ensure
my service techs are spotting things and offering them to customers such as a dent or of the customer needs an
oil change ( when they get the mileage they can see that). | have to hold each manager responsible until we

can fiaure out how to nroduce more hours and more momev.
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	How does this goal align with or support your dealers vision:  The Specific Goal is to produce more hours out of my technicians. My mechanic working 8 hours a day is supposed to produce at least 12 hours of work. We are not currently seeing that. 



This is measurable by checking their timecards and the amount of money produced every week.  If we produce more hours, we should make more money every week. We must see what the current issue is. Whether it's too long of breaks or concentrate on whether the dispatcher is distributing the issues to the right mechanic for the job that would be time effective and satisfactory to the customer. Also, we need to increase their training and ensure they are completing it. 



The time bound for this would be 60 days to see a turn around. 


	2020 National Automobile Dealers Association All Rights Reserved: The goal aligns with my dealerships vision because it helps the overall GP of the store and it would help make more customers happy and satisfied when the job is done right, correctly, and timely.  The benefits of achieving this goal is  more gross profit and more customers satisfied which is a rise in CSI and google reviews.  The consequences if I do not accomplish this goal is that my service department remains the same and that’s not good. We can do way better if we implement but more importantly enforce these rules. This goal is important to me because this is my community and my backyard and more happy customers means better business for me and my family. 
	SPECIFIC ACTION STEPRow1: dispatcher dispatching the correct tech for the job
	NECESSARY RESOURCESRow1: a dispatcher that knows the mechanics qualifations and the knowledge of the issue of the car
	ACCOUNTABLE PERSONSRow1: Jemel B
	EXPECTED RESULTRow1: to dipatch the issue to a mechanic that can fix the issue in a time  efficient manner. 
	START END  CHECK POINT DATESRow1: april 1- july 1

check point dates: 

 

once a week 
	SPECIFIC ACTION STEPRow2: check on the issue of breaks
	NECESSARY RESOURCESRow2: paying attention to the mechanics and how nany breaks they take
	ACCOUNTABLE PERSONSRow2: john d ( manager ) 
	EXPECTED RESULTRow2: That the breaks are not steaking my paying time. 
	START END  CHECK POINT DATESRow2: april 1-july 1



once a day for a month then once a week
	SPECIFIC ACTION STEPRow3: ensure we are taking the exams for techs can go up in grade
	NECESSARY RESOURCESRow3: STaying on top of them when it comes to there test
	ACCOUNTABLE PERSONSRow3: john d  ( manager)
	EXPECTED RESULTRow3: That the techs do better in taking their exams and going up a level 
	START END  CHECK POINT DATESRow3: april 1- july1 

once every 2 weeks
	SPECIFIC ACTION STEPRow4: try and find more techs 
	NECESSARY RESOURCESRow4: staying on top of my manager
	ACCOUNTABLE PERSONSRow4: John d
	EXPECTED RESULTRow4: that we find at least 1 qualifed person
	START END  CHECK POINT DATESRow4: april -july



once a week 
	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: time cards and my finanical statement and RO's



I will time cards once a week,



I will check RO's once a day ( i am back there 2 hours a day) 




	A_2: push back with my service techs on how i am going through their RO's



I dont anticipate  any other push back ( not to my face at least) 
	A_3: we increase time and profit and customer CSI anfd google reviews. 
	R: if we use the above calculations a mechanic working 8 hours a day BUT producing  4 extra hours a day  for a total of 12 hours produced  that is 40 hours extra a week . 



at our customer pay rate at $ 210.00, I would make an extra $8400 dollars in gross profit I would achieve each week. 



i would guve this 60 days as well. 


	S: by staying on top of them and showing them that you are paying attention. When it  comes to my dispatcher,i have to pay attention to whether he is distribuing the right job to the right person trained for it.  I have ot ensure my service techs are spotting things and offering them to customers such as a dent or of the customer needs an oil change ( when they get the mileage they can see that).  I have to hold each manager responsible until we can figure out how to produce more hours and more momey. 


