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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN
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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.”
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Our goal since the beginning of October has been to do our 10K services faster. For Toyota that applied every
10k miles all the way up to 100k. So 10 services per customer. Specifically we want our techs to knock that
service out in an hour vs 1.5 hours. Being more effecient with our process. Two examples, doing an MPI within
first 15 minutes and rotatating tires while oil is draining. Goal for finishing this goal and getting the right practices
down is end of the year.

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?
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Our vision for the service department is time effeciency. Customers can go anywhere for fast service.
Whenever customers step food in our dealership we are aware time is valueable. They do not want to spend
longer than they have to here while getting service work done.

Benefits: happy customers means better CSI and customer retention. Repeat customers, word of
mouth/referrals. More importantly our service department will be more profitable.

A consequence to not achieving our goals means we lost face with the customer. We lose trust. They don't trust
we will do what we say we will do, which is provide well communicated timely service work. Customers may
leave and not comeback and go to a rival dealer or the local Firestone or Midas. This can also lead to an
unsatisfied working environment from top to bottom. Techs getting more unnapplied time, writers with no work
to write. The morale of the department becomes negative.

This is extremely important because without customer satisfaction being the ultimate result of achieving our

goal, a happy customer will comeback to us. An unhappy customer has a higher chance of not returning for
future service work.
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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.
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techs, greeters.

idea is we are
constantly working
towards the goals
no matter what.

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHEé;:TEgINT
Setting goals Proper procedure. Advisors, managers, |Goals met. Butthe |Started in

September, and by
new year.

themselves
accountable.

Communication Training, tools, Everyone. We are a |There is a universal |Ongoing
guidance. TEAM! There is no | |understanding of
in team. what's expected in
every aspects of our
department.
Being properly Applications, Entire department.  |Never being Ongoing
staffed onboarding process. understaffed,
Explain our vision. reliable workers. A
punctual
department.
Accountability Management Yourself. We expect |Honesty, puncuality, |Ongoing
awareness. people to hold attendance.
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SERVICE OPERATIONS HOMEWORK — ACTION PLAN
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How will you track your progress? Where will you find the information? How often will you check in?
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We track our process with our eyes and communication. We also use a program called Medalia which is our
online service portal that we track dalily. It shows us wait times per specific vehicle. For example Camry's vs
Sienna's. A Camry service is usually completed faster. It also shows us reviews and daily CSI.

Potential Obstacles? Potential Solutions?

Over and underbooking appointment schedules. Opening more appointment slots vs what our
system displays.

Posting specials.

Proper communication with customer, whether
it's email, text or a phone call. We communcate
how the customer wants us to communicate
with them.

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

0000

15K a day is what is expected in our 10k service. We believe if our goal is accomplished we can make
anywhere from 5-8k a month additional.

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.

Being upfront and accountable with our entire staff. Be punctual. Follow through with process and enforece
what needs to be enforced. It sounds simple however process was something that we lacked until recently.
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	How does this goal align with or support your dealers vision: Our goal since the beginning of October has been to do our 10K services faster. For Toyota that applied every 10k miles all the way up to 100k. So 10 services per customer. Specifically we want our techs to knock that service out in an hour vs 1.5 hours. Being more effecient with our process. Two examples, doing an MPI within first 15 minutes and rotatating tires while oil is draining. Goal for finishing this goal and getting the right practices down is end of the year. 
	2020 National Automobile Dealers Association All Rights Reserved: Our vision for the service department is time effeciency. Customers can go anywhere for fast service. Whenever customers step food in our dealership we are aware time is valueable. They do not want to spend longer than they have to here while getting service work done. 



Benefits: happy customers means better CSI and customer retention. Repeat customers, word of mouth/referrals. More importantly our service department will be more profitable. 



A consequence to not achieving our goals means we lost face with the customer. We lose trust. They don't trust we will do what we say we will do, which is provide well communicated timely service work. Customers may leave and not comeback and go to a rival dealer or the local Firestone or Midas. This can also lead to an unsatisfied working environment from top to bottom. Techs getting more unnapplied time, writers with no work to write. The morale of the department becomes negative. 



This is extremely important because without customer satisfaction being the ultimate result of achieving our goal, a happy customer will comeback to us. An unhappy customer has a higher chance of not returning for future service work. 
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Proper communication with customer, whether it's email, text or a phone call. We communcate how the customer wants us to communicate with them. 
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