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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.”

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
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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
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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: We need to increase our tech. proficiency from 30.44% to 55% by December 1, 2024.
	2020 National Automobile Dealers Association All Rights Reserved: This will align with our dealer's vision by creating happier customers, and good service surveys, and creating more profit.

The biggest benefit will be more business and happy customers that will return for any service needs because they are done in a timely manner.

If we don't, we will have cars sitting waiting to get worked on for days or weeks. Customers will leave our service department for another option that can finish their car faster. Profit and satisfaction will drop.

This goal is important to me because I don't want to have an inefficient service department that our sales customers won't go to. It will increase profit and customer satisfaction. Everything we do is to keep them happy and to have them advertise for us with word of mouth.
	SPECIFIC ACTION STEPRow1: Break up techs that are just hanging out
	NECESSARY RESOURCESRow1: Service manager and writers need to keep an eye out and break them out of social wastes of time
	ACCOUNTABLE PERSONSRow1: Service Manager
Service Writers
	EXPECTED RESULTRow1: less down time
	START END  CHECK POINT DATESRow1: Start 8/19/24
Check every week
End 12/1/24

	SPECIFIC ACTION STEPRow2: GM Training
	NECESSARY RESOURCESRow2: Global Connect
	ACCOUNTABLE PERSONSRow2: General Manager
Service Manager

	EXPECTED RESULTRow2: Gaining the skills to complete more complicated jobs
	START END  CHECK POINT DATESRow2: Start 8/19/24
Check Training completion every day
End 12/1/24
	SPECIFIC ACTION STEPRow3: Hire A few Master Techs
	NECESSARY RESOURCESRow3: Hirelogy
Refrences
	ACCOUNTABLE PERSONSRow3: General Manager
Service Manager
	EXPECTED RESULTRow3: Should move the needle quickly on Proficiency
	START END  CHECK POINT DATESRow3: Start 8/19/24
Check every day until we have 2 more
End 12/1/24
	SPECIFIC ACTION STEPRow4: Take away guarantees
	NECESSARY RESOURCESRow4: General Manager and Accounting need to get together
	ACCOUNTABLE PERSONSRow4: General Manager
Service Manager
	EXPECTED RESULTRow4: Less wasted time
Techs more motivated
	START END  CHECK POINT DATESRow4: Start 8/19/24
Check pay plans every 6 months
End 12/1/24
	SPECIFIC ACTION STEPRow5: Change Pay Plan to have performance-based increase
	NECESSARY RESOURCESRow5: Pay plan change through HR
	ACCOUNTABLE PERSONSRow5: Accounting dept.
General Manager
Service Manager
	EXPECTED RESULTRow5: Techs talking in groups wasting time will stop
	START END  CHECK POINT DATESRow5: Start 8/19/24
Check once a year with a performance review
End 12/1/24
	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 will track the progress with the NADA formula. The information will be in our DMS, and Financial Statement. It will be checked monthly.
	A_2: Push back from the Techs with a guarantee



Techs not wanting to do training

Hiring more techs might make the other techs worried about their job

	A_3: Slowly take away the guarantee and show them how they can make more money on the new pay plan

Have a small bonus to do the training

Reassure the current techs we are not firing anyone we are just adding to our group
	R: We should be able to increase our service department gross from $38034 to $47000.
	S: Keep up all of the processes that we put in place and watch the proficiency on all of the individual techs on a weekly basis. Go over it with all of the techs every week in our service meeting.


