NADA oo

SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

o Specific @ Measurable o Relevant o Time bound

ll

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

Increase service absorption rate from 98% to 110% by years end 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?

The vision is to build a strong backbone of the dealership which is the fixed operation. By doing so, it will allow
the dealership to endure potential shrink in business resulting from the economy, maket, and/or other
unforseeable negative events. The goal will allow the dealership to mitigate further losses. By neglecting the
importance of the service absorption rate, it will expose the financial health of the dealership.
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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

rejected
recommendations.

service advisors.

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT| CHECK POINT
DATES
Increase items per | maintence offers Service director/ Reviewe weekly RO | Start 1st of the
RO. and past cust info of | manager and month and

reviewed quarterly

Efficiency and
Productivity

Record of time
spent by technicians
of RO items.

Service director/
manager

Detect delays and
inefficiencies based
on time spent.

Review ROs weekly
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NADA .o

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

ll

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

The progress will be tracked via DMS and weekly/monthly/quarterly reports.

Potential Obstacles? Potential Solutions?
Service advisors lack of commitment in Offer service advisors added monetary.
offereing maintence items and re-presenting
past rejection of recommended work. Get up to date on labor costs and

recommended billable time from manufacturer.
Inaccurate labor rate and time spent.

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

0000

it will add additional $135,000 to operating profit annually.

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.

Issue/submitt monthly numbers and review results quarlerly.
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