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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? 
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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: Too be honest, there are so many things that I've learned so far and we are already implementing many of them! Video MPI was a struggle to get our technicians onboard, now that they are doing them, we've come to another hurdle where our customers are not viewing them or our advisors are not informing the customer of the video. Our current customer veiwing rate is 29%, I want to increase this rate to 50% by September 30th, 2024.
	2020 National Automobile Dealers Association All Rights Reserved: We are a family business and very transparent with our customers and their vehicle needs. The benefits not only build loyalty and trust to our store and brand, but in return, our customers will want to spend more money with us, CSI Customer Supply's Income. When our customers can physically see the issue and the news is being heard from our certified technician, this is the proof our customers want and need to hear. The consequences will be that we our technicians will not be getting additional work/pay, advisors, management, our owner, there will be no additional revenue created and this is not an option. Although my goal is a double veiwing rate from what it currently is and only 30 days to do it, I will make sure it happens!
	SPECIFIC ACTION STEPRow1: Already created a new OpCode that cannot be removed from our repair order for Video MPI
	NECESSARY RESOURCESRow1: 
	ACCOUNTABLE PERSONSRow1: Myself and advisors
	EXPECTED RESULTRow1: Advisors will no longer be able to remove and the technician's  complete a video for every repair order
	START END  CHECK POINT DATESRow1: 8/28/24 - Will continuously monitor and audit repair orders to make sure someone hasn't found a way around to remove it
	SPECIFIC ACTION STEPRow2: Purchasing an iPad for our waiting area for customers to view
	NECESSARY RESOURCESRow2: 
	ACCOUNTABLE PERSONSRow2: Myself and advisors
	EXPECTED RESULTRow2: Our advisors will hand the iPad to the customer rather than instructing them to watch it on their phone or have to hand their advisor iPad to the customer
	START END  CHECK POINT DATESRow2: This will start on 9/2/24 and continue to monitor
	SPECIFIC ACTION STEPRow3: Word tracks to make sure our advisors mention the video MPI while greeting the customers and also when the MPI is completed to follow up with the customer to make sure it is viewed
	NECESSARY RESOURCESRow3: 
	ACCOUNTABLE PERSONSRow3: Myself and advisors
	EXPECTED RESULTRow3: If a customer is reminded of it twice by the advisor, this will alert the customer to watch the video when the results come through
	START END  CHECK POINT DATESRow3: This will start on 9/2/24 and continue to monitor
	SPECIFIC ACTION STEPRow4: Going to check with our marketing group to see if there is something that we can send to our customers that we now have video MPI and what it is
	NECESSARY RESOURCESRow4: 
	ACCOUNTABLE PERSONSRow4: Myself
	EXPECTED RESULTRow4: Hoping that this would give our customers a heads up on what to expect and another reminder to watch for a video
	START END  CHECK POINT DATESRow4: I've already sent an email to our marketing group to see if this is possible
	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'm working with our XTime MPI & Scheduling representative to build a report that will be emailed to me everyday to monitor our viewing rate. 
	A_2: I think with the videos, there are already some obstacles. Whether the video is too long, too short, background noise, technician's voice is too quiet.
	A_3: We are purchasing some wireless microphones that attach to the technician's shirt collar or their pocket. Again, solid word tracks and a repetitive process to work towards success.
	R: If we grew our viewing rate from 29% to 50% that should be a dramatic financial impact, I'm not sure that I could express in dollars what that amount might be. Just because people are viewing doesn't mean they will always buy, however it does give us alot more opportunity and a chance to sell and build loyalty
	S: Monitor the MPI report, audit repair orders, watch and listen to the advisors on the phone, on the drive and in our waiting area. Something I tell everyone that I work with, I want the absolute best for everyone, we have such a great group of people and we spend more time together than we do our own families. So, while we're here, let's give it our all and do what we do best and take care of our customers. With that being said, I think our staff need to hear that speech more often, they need to hear more positive than negative and that alone makes a world of difference.


