NADA oo

SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific m Measurable 0 Relevant o Time bound

ll

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

| will increase my customer pay ELR from $158 to $168 by 31 Decemeber 24.

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

By achieving this goal, we will be able to present and be awarded a warranty pay rate increase.

By not achieving this goal, we will maintain our current pace which is not good.
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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

SPECIFIC ACTION/
STEP

NECESSARY
RESOURCE(S)

ACCOUNTABLE
PERSON(S)

EXPECTED RESULT

START, END, &
CHECK POINT
DATES

Need to increase our
effective labor rate
for customer pay to
168% from 158%

Menu all customers
and look for $10
increase per labor
hour on jobs.

Service Advisors/
Service Manager

Customer pay ELR
168%$

Start Date 12/1
Check Date 12/16
End Date 12/31

No longer install
wiper blades for free
labor- charge $10 for
it.

Enforce all decline
tickets to be
presented to Service
Manager b4
proceeding.
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NADA c.n

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

ll

How will you track your progress? Where will you find the information? How often will you check in?

I will run daily and weekly reports. | can find this information from both our DMS and our Service Manager.

Potential Obstacles? Potential Solutions?

Change- ppl don't like it. If we hit the ELR goal for the month we will take
the advisors, mgr, techs to dinner or lunch.

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

0000

13% of our monthly ROs are warranty pay- so seeing an increase from 144$ (current rate) to just our customer
paid ELR of 168$ which is a 24$ difference assuming we do just 20 hours a week in warranty pay- we would see
an annualized adjust of net income of over 24,960%.

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.

Remind the team daily, of our goals.
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