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S M T

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
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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: My goal is to get the technicians to start doing videos of what they find in their multi point inspections to share with clients. We currently do 0 and I want all 6 technicians to do this process by the end of July 2024.
	2020 National Automobile Dealers Association All Rights Reserved: I think this aligns with our dealer vision because it helps provide our clients exceptional service. Our dealer vision is "Driven people. Exceptional service. Time after time"



Benefits: 

Not only does this provide tranparency to our clients, but it also instills trust. And at the end of the day seeing is beliveing! So I think this will promote more approvals and therefore higher gross and loyalty. I think we will also see better surveys from clients using this process.



Consequences:

If we do not achieve the goal then I think we will not have made improvement. The consequence would be not profiting or helping our client retention. I also think a consqequence will be continuing to struggle with client satisfaction and surveys.



This goal is important to me because I want to see our service tea thrive and have more sucess! I think the more business the better, if we can handle it properly. And this is a sure fire way to help handle the business properly.
	SPECIFIC ACTION STEPRow1: Bring the idea up and show the example video
	NECESSARY RESOURCESRow1: A managers meeting and a device to show the example videp
	ACCOUNTABLE PERSONSRow1: Me, Fixed ops manager, assistant service manager, owner and head tech
	EXPECTED RESULTRow1: To get ideas and meaning in the pool from all managers involved and create a process
	START END  CHECK POINT DATESRow1: Have a morning meeting July 1st to discuss this.
	SPECIFIC ACTION STEPRow2: Bring the idea to the rest of the technicians
	NECESSARY RESOURCESRow2: Pizza or any type of food and the conference room!
	ACCOUNTABLE PERSONSRow2: Head tech, fixed ops manager, assistant service manager and owner
	EXPECTED RESULTRow2: To hear all opinions and create a process that works for everyone
	START END  CHECK POINT DATESRow2: July 2nd or 3rd. 
	SPECIFIC ACTION STEPRow3: Test out the process
	NECESSARY RESOURCESRow3: Devices that videos can be taken on, client vehicles, little rubbermaid cotainers to show how fluids should look
	ACCOUNTABLE PERSONSRow3: Technicians, assistant service manager and head tech
	EXPECTED RESULTRow3: To get an idea of what works and what possibly doesn't but to also get comfortable doinng this new thing
	START END  CHECK POINT DATESRow3: July 5th-July 25th
	SPECIFIC ACTION STEPRow4: Check in to see if any changes need to be made
	NECESSARY RESOURCESRow4: A meeting with the head tech, fixed ops manager, assistant service manager, owner and technicians
	ACCOUNTABLE PERSONSRow4: head tech, fixed ops manager, assistant service manager, owner and technicians 
	EXPECTED RESULTRow4: To hammer out the process and see how everyone is doing and if they need help with anything
	START END  CHECK POINT DATESRow4: July 31st
	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: I plan to track progress with weekly check-ins with service. With the advisors, technicians, and management. I want to check to see the advisors opinions on the growth of approvals. I will also be checking the actual metircs with the DMS to see if we start to make higher profit. I will also be checking the surveys weekly to see if there is any improvement. 
	A_2: I think the biggest potential obstacle will be getting the technicians on-board with taking videos. 



Another obstacle will be consistency 



And lastly I think it might slightly affect our effiency
	A_3: I think if we can get them to actually do it, that they'll quickly see the benefits of more approved work and more $$ in their pockets



I think having managment keep checks on the technicians will provide consistency. Also the adviors keeping an eye to inform managemet if the process is not being followed like it should be.



I think coming up with a template for the techs to follow and keeping the videos to a 3 minute maximum will help keep effieciency where it should be
	R: I think we will have a positive overall financial impact. I am hoping this will add a minimum of $20k-$30k to the bottom line each month. The goal is definitely for more money each month the better we get at it and the more business we bring in.
	S: I think that the best way to ensure the process is being followed will be to check with the fixed ops manager, assistant service manager and head tech every monday when we have our managers meeting. Just a quick check up. Plus I think that going over the increase in service approvals annd gross each Monday in the receivables meeting will help keep the process going. Mostly I think the more money they make by doing the videos the more incentive they will have to keep the process up. 


