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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

©2021 National Automobile Dealers Association. All Rights Reserved.2

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

S M T

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: I want to increase our facility utilization from 73.83% to 85% by the end of 2024.
	2020 National Automobile Dealers Association All Rights Reserved: Part of our vision is to be efficient and maximize any and all opportunities.



By increasing our Faciliy Utilization our employee's will earn additional income and our company will be more profitable.  This allows for additional  benefits for employees and customer service. ( Such as bonus money or customer appreciation events)



This is important to me because it will require team work and help develop employees for future opportunities.
	SPECIFIC ACTION STEPRow1: Purchase more pre-owned inventory 
	NECESSARY RESOURCESRow1: Service Advisors help with Direct Purchase in the lane.

Sales Mgr increase purchase volume
	ACCOUNTABLE PERSONSRow1: Sales Mgr

Service Advisors




	EXPECTED RESULTRow1: Increases internal RO's .
	START END  CHECK POINT DATESRow1: Start 9/3 and check progress in weekly mgr meetings
	SPECIFIC ACTION STEPRow2: Certify ALL OEM pre-owned vehicles
	NECESSARY RESOURCESRow2: Just Process
	ACCOUNTABLE PERSONSRow2: Sales Mgr

Service Mgr
	EXPECTED RESULTRow2: Increased labor sales.  Better product for the consumer.
	START END  CHECK POINT DATESRow2: Start 9/3 review in monthly MOR meetings
	SPECIFIC ACTION STEPRow3: Improve/training on more effective MPI tech videos.
	NECESSARY RESOURCESRow3: Discuss in meetings.What is a good video?Share best videos.  Ask clients what they liked about the video.
	ACCOUNTABLE PERSONSRow3: Service Mgr

Service Advisors

Shop Foreman
	EXPECTED RESULTRow3: Clear and more precise information for the client. Effective videos vs. checking a box.  Increased customer pay labor.
	START END  CHECK POINT DATESRow3: 1st tech meeting on 9/6.  Will determine check points then.
	SPECIFIC ACTION STEPRow4: Find cars with recalls at other dealers.
	NECESSARY RESOURCESRow4: BDC to search online.
	ACCOUNTABLE PERSONSRow4: Service Mgr

BDC Rep
	EXPECTED RESULTRow4: Warranty Labor increase.
	START END  CHECK POINT DATESRow4: 9/6

Review in monthy MOR meetings.
	SPECIFIC ACTION STEPRow5: Advertise aggressive tire specials
	NECESSARY RESOURCESRow5: Ebast.  Social Media.  Contact client base.
	ACCOUNTABLE PERSONSRow5: Service Mgr / Parts Mgr
	EXPECTED RESULTRow5: Drive opportunities to the service lane. Find additonal work needed .
	START END  CHECK POINT DATESRow5: 9/6



Review tire sales in weekly mgr meetings.
	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: Review labor sales during weekly meetings and monthly MOR meeting. Pull reports/information from the browser.
	A_2: Resistance from techs on quality of videos.





Excess pre-owned inventory







Service throughput
	A_3: Share feedback from other techs on effective video's



Monitor pricing weekly. Pre-owned unit bonus for sales staff.





Use internals as incentive for additonal hours.

(Stay late , come in early)
	R: $265,000 total labor sales =  additional $35,000 per month.  $420,000 for the year.
	S: Once we acheive 85% FU.....the next goal will be 90%.  A new action plan will be created.



Measure success  consistently in meetings.  Call out high perfomers . Spot light examples of "out of the box" success stories   


