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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific @ Measurahle 0 Relevant ° Time bound
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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.”

o000

| want to increase my multipoint inspection picture and video RO percentage from 34.53 to above 70 percent by
11/01/24.

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

My vison in the service department has always been. We will be transparent, honest, and accommodating to are
customers/ client. Trust will build us a department that will last over time. Increasing the pictures and videos on
the MPI will fit into the transparency and show honesty to the customers.

The benefits of achieving this goal will be the following.

> Customer will gain more trust with our MPl recommendations.

> Our average ticket sell items will increase because of the transparency.

> Customers will fill more comfortable seeing the MPI findings from the technician vs feeling like they are being
sold from a service consultant.

> Fixed absorption will increase from the addition sales.

> Technicians will enjoy the extra hours in the shop.

> Service Consultants will find it much easy to go over what the technicians find on the MPI with the customers.

This goal is important because | have always believed in transparency in this industry. If | can achieve the goal

not only, will we be building that, but it will increase our service retention and average ticket resulting in a more
efficient fixed operations.
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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

service and parts
department to discuss
the plan.

reporting and stats
collected during class
to show the value.

manager, shop
foreman, and parts
manager.

technicians and
accountability shared
from all employees.

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTEDRESULT|  CHECK POINT
DATES
Bouns put in place |Using Dealer Logix | Service manager, Store average will Start 07/01/24
for the technicians reporting/ and technicians. increase too above | checks daily.
for 70%
holding 80% or
higher on
Meeting with the Dealer Logix Me, Service Buy in from the 07/01/24 start

monthly meeting to
discuss progress.

Monitor Indvidual
technician
performance.

Dealer Logix
reporting from the
previous day.

Service Manager
and me

track and hold low
performance
technicians
accountable. Praise
the good.

07/02/24 start
daily checks.

Provide industry
proven value of the

NADA provided
class information plus

Me

More information the
better for staff buy

07/01/24 during
meeting. remind

percent or higher

the customers.

MPI dollars per ticket| manufactory in. during update
with pics or videos | information. meetings.
and both. To the tean

Insure MPI send rate | Dealer Logix Me and Service The pictures and 07/01/24
stays the at 90 reporting manager. videos will be sent to | Daily checks
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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?

Dealer logix will be the key to tracking my progress and success. Me and the service manager will be keeping a
close eye on the progress with reporting. Sharing the results with the whole team will be a big part of keeping the
process going to ensure long term results. The Bonus for the technicians should keep the pictures and the videos
going. Enforcing the MPI send rate to the customer is critical to make sure customer get the information.
Managment will be ching results daily and monthly meetings will be held to show results from before and after.

Potential Obstacles? Potential Solutions?
Technicians still not seeing the value. Constant communication and posting MPI digital
results will be needed to keep the technicians
Loss of Dealer Logix platform. focused on the goal and potential payouts.
Upper management not seeing the value of the If dealer Logix is lost for any reason, we can use
compensation pay outs. email to send pictures and videos to the service

advisor to email to the customer.

Showing the before and after data | also will not
make it a bonus trial 90 days so if | have to
change it, | won't get as much employee kick

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

0000

| believe by the data | have seen in class and from the manufactory | will see and increase in sales and average
ticket. This will improve fixed absorption, overall profit for parts and service as well as customer loyalty.

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.

We will keep showing the results and sharing reporting. Letting the team know how this aligns with our current
vision will be important. As well as praising the good results and addressing any negative results.
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> Customers will fill more comfortable seeing the MPI findings from the technician vs feeling like they are being
sold from a service consultant.
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