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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific m Measurahle o Relevant o Time bound

!

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

| want to move my repair percentage from 37.68% to 40% as a percent of total repairs that are repairs vs
competitive and maintence. | think | can accomplish this by October 1, 2020.

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

This can only benefit the dealer and will definitely align with his vision as well as my own. My store has a
relatively strong labor rate average on repairs and by increasing my repair percentage it will add to the bottom
line. My store being only 2.32% from guide | think it is a small adjustment to get me there. The only time
consequences will come into play is if the labor rate decreases while the repair orders increase. This will mean,
we are reducing the price achieve the goal which is not what we want. | will ensure my service manager
monitors the discounts and exceptions to ensure that does not change.
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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

order analysis

service repair orders

GM, advisors

based repair orders
and labor dollars

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT| CHECK POINT
DATES
perform a 100 repair | 100 consecutive service mananger, |incrfease in repair initial review

performed July
7-10th follow up
Sept 1 on progress

monitor MPI results
for counseling

MPI's for all 100
repair orders

Service manager,
technicians and
advisors

increase in labor
dollars, hours sold
and knowledge of
staff

start July 11th and
review end of the
month and again
Aug 15

implement labor
matrix and all data
pricing for repairs

all data subscription
and create matrix

service managet,
accounts payables,
GM, advisors, techs

increased ELR and
uniformity in pricing

Review repair orders
daily and counsel
weekly and end of
month

parts pricing review

parts pad,
competative shop on
repairs and
warranties

parts manager,
service manager

make sure we are
appropriately pricing
parts to make sure
gross isnt
maintained by

daily and counsel
weekly and end of
month with parts and
service
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SERVICE OPERATIONS HOMEWORK — ACTION PLAN

!

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

My service and parts managers will conduct repair order reviews and sit down with GM upon completion to
review. Service managers will counsel advisorts and train as necessary. We will also add service advisors to
selling meetings we have with our sales people to trade ideas. GM will have reports printed weekly to show
progress to be submitted by service and parts managers. GM will also ask service and parts managers to post a
white board similar to the vehicle sales reports with goals and progress to be updated daily. GM can check in at
leisure and request updates weekly and reviews monthly.

Potential Obstacles? Potential Solutions?
1. inabilty to sell products 1. Enlist training by seasoned advisor or contact
2. cost of all data NADA for on site advisor training.
3. completing reports daily proper MPI done in 2 Show Dealer and or controller benefits of all
time (techs) data and if results aren't obvious we will cancel

3. make the results of this part of the managers
daily duties and hold accountable for results
either in payroll or with spiffs.

4. train technicians and or assign shop foreman
to lesser technicians. have service managers
aid in training tech and adding an incentive for
better MPI's

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

0000

if we are able to add this 2% or better to our bottom line and increase our net dollars the expense will be
minimal/obsolete when the gross increases as we will only have added the cost of all data. the staff expense
remains the same

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.

These will become regular activities to be done. repair order reviews will be performed quarterly to ensure
stability and will become part of the dealer process. daily board will be come part of policy and procedures as
well. we can implement into pay plans. spot reviews to be done by GM with parts and service managers as well
as rotating advisors in training. we will add a pay plan amendment for tech to ensure stability of MPI's as well
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