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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

o Specific m Measurahle o Relevant o 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

We will decrease our unapplied time from $37,800, to $30,000 by August 1st, 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?

R

This goal is important to our dealership because we would like to maximized production and efficiency in our
service department. If we can accomplish this it will majorly decrease our expenses and may even help increase
sales if we can keep the techs putting out more work. If we do not accomplish this then our unapplied time may
get even worse because it could build bad habits. This is important to me because we already have some of the
highest unapplied time that | have ever seen and it is embarrassing to be the worst at controlling it.
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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

appointments

Center

department busy
through the whole
day

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHE&(TEgINT
Increase express Schedule Service Experience |Keep the express Start- 7/5

Checkpoint- 7/15
End- 8/1

No free work given
by service advisors

Blocking out access
in CDK

Service Advisors,
Service Managers

We will receive
payment for all work
being performed

Start- 7/5
Checkpoint- 7/15
End- 8/1

Get rid of guarantees

Employee and
manager signoffs

Service Managers

Techs wont get paid
for more work then
they are actually
producing.

Start- 7/5
Checkpoint- 7/15
End- 8/1
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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?

0000

I will check this weekly by calculating the average unapplied time for the week on each Friday to make sure we
are staying on track. | will be able to get this info from the CRM and the statement.

Potential Obstacles? Potential Solutions?
-Managers not buying into the plan. -Building incentives to get it done.
-Techs not letting us negotiate their guarantees -Adding a raise if they are willing to sign it out of

their pay plan.

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

0000

The financial impact of this would be decreasing our expenses by nearly $8,000 and most likely increasing our
sales by thousands of dollars per day.

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 make this a standard and build it into the managers pay plans so that they continue to stay on top of it.
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