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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific @ Measurahle o Relevant ° 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

I will fully launch a mobile service program and grow from 10 repair orders the first week to 10 repair orders a
day 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

Service capacity continues to be a challenge for many dealerships and creating a successful mobile service
program will expand the service capacity for our dealership.

Benefits to a mobile service program:

Increased Service Market share in our primary market area
Increased Customer Satisfaction

Reduced customer defection to third parties

Increased commercial/fleet service opportunities

Increased Service Sales and Gross

agrwpdE

Consequences:

1. Reduced market share

2. Some company will fill this void (third party) and we will lose customers

3. Service Sales and Gross will begin to diminish over time

Importance:

Just like Internet, Fleet, Leasing, and many other departments used to be nich market | see Mobile Service

starting as a niche market and growing to another full department in the dealership of the future. Embracing it
early allows us to set the path and customer expectations for the future.
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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

Completing the set

Laptop set up,

Roger Calderon

Fully functional

Completion date eta

Payment Processing
system

with mobile payment
credit card
processort

LeAnne Dickson

process all
payments onsite

up of truck Phone purchase and mobile truck 7/1/2020
equipment set up, All tools

installed
Set up Mobile Get accounts set up | Roger Calderon To be able to Completion date

7/1/2020

Install and fully
utilize scheduling
software through
BizzyCar for recalls

Bizzy Car software
set up, Training for
Service BDC and
Mobile Service Tech

Kalyn Powell
Trevor McAdams
Roger Calderon

Be able to contact
and schedule mobile
recall work at
competitor and used
car lots

Start 6/22/2020, fully
functional 7/1/2020

Launch Mobile
Service Page on
website

Pictures or Mobile
Truck, Written
content about
services offered,
video walkaround

Roger Calderon
Joshua Fichter
Cat Buentello
C-4 Analytics

Website page
introducing Mobile
Service to
customers and
optimized for search

Start 6/23/2020,
Completion 7/3/2020

Launch Social
Marketing Campaign

Pictures, Videos,
Customer
Testimonials of early
adopters

Joshua Fichter
Cat Buentello
Roger Calderon
Trevor McAdams

Introduce Mobile
Service to our Social
Media followers to
increase business

Start 7/6/2020,
never ending,
measure weekly with
social engagement

Create Reporting

Excel, Spreadsheet
Mobile Op Codes,
Daily Repair Orders

Roger Calderon
Robert Morgan
Kalyn Powell
Joshua Fichter

Daily reporting of all
mobile service
activity

Start 6/11/2020
Checkpoint 7/1/2020
Weekly Reporting
going forward
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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?

We are creating a spreadsheet to track all mobile service activity. We have created an op code for all mobile
service repair orders and can run reporting from DMS and ReverseRisk. This reporting will analyze the
business as Retail or Fleet, Maintenance, Warranty, Repair, or Recall work, Total Sales, Cost of Labor, Gross,
Expenses and Selling Gross

Potential Obstacles? Potential Solutions?
Getting Fleet Companies on board with allowing One on one meetings with Service Director and
us to work on their fleets off hours. Fleet Managers to explain benefits and cost

savings to company.

Scheduling and logistics to be the most efficient There are several companies coming to market
for the truck movements. with valet service scheduling and we just need
to find the right one for us.

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

0000

Based on 10 R.O.'s a day and 2 hours per R.O. we should be able to generate over $65,000 in sales a month
and retain $48,000 a month or almost $600,000 in gross a year.

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.

Since mobile service is new there is not previous habits to fall back to. We will need to measure and monitor
daily, weekly and monthly to make sure we are progressing to an average fo 10 R.O.'s a day.
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	How does this goal align with or support your dealers vision: I will fully launch a mobile service program and grow from 10 repair orders the first week to 10 repair orders a day by October 1, 2020.
	2020 National Automobile Dealers Association All Rights Reserved: Service capacity continues to be a challenge for many dealerships and creating a successful mobile service program will expand the service capacity for our dealership.  

Benefits to a mobile service program:

1.  Increased Service Market share in our primary market area
2.  Increased Customer Satisfaction
3.  Reduced customer defection to third parties
4.  Increased commercial/fleet service opportunities
5.  Increased Service Sales and Gross

Consequences:

1.  Reduced market share
2.  Some company will fill this void (third party) and we will lose customers
3.  Service Sales and Gross will begin to diminish over time

Importance:

Just like Internet, Fleet, Leasing, and many other departments used to be nich market I see Mobile Service starting as a niche market and growing to another full department in the dealership of the future.  Embracing it early allows us to set the path and customer expectations for the future.

	SPECIFIC ACTION STEPRow1: Completing the set up of truck equipment
	NECESSARY RESOURCESRow1: Laptop set up, Phone purchase and set up, All tools installed
	ACCOUNTABLE PERSONSRow1: Roger Calderon
	EXPECTED RESULTRow1: Fully functional mobile truck
	START END  CHECK POINT DATESRow1: Completion date eta 7/1/2020

	SPECIFIC ACTION STEPRow2: Set up Mobile Payment Processing system
	NECESSARY RESOURCESRow2: Get accounts set up with mobile payment credit card processort
	ACCOUNTABLE PERSONSRow2: Roger Calderon
LeAnne Dickson
	EXPECTED RESULTRow2: To be able to process all payments onsite
	START END  CHECK POINT DATESRow2: Completion date 7/1/2020

	SPECIFIC ACTION STEPRow3: Install and fully utilize scheduling software through BizzyCar for recalls
	NECESSARY RESOURCESRow3: Bizzy Car software set up, Training for Service BDC and Mobile Service Tech
	ACCOUNTABLE PERSONSRow3: Kalyn Powell
Trevor McAdams
Roger Calderon
	EXPECTED RESULTRow3: Be able to contact and schedule mobile recall work at competitor and used car lots
	START END  CHECK POINT DATESRow3: Start 6/22/2020, fully functional 7/1/2020
	SPECIFIC ACTION STEPRow4: Launch Mobile Service Page on website
	NECESSARY RESOURCESRow4: Pictures or Mobile Truck, Written content about services offered, video walkaround
	ACCOUNTABLE PERSONSRow4: Roger Calderon
Joshua Fichter
Cat Buentello
C-4 Analytics
	EXPECTED RESULTRow4: Website page introducing Mobile Service to customers and optimized for search engines
	START END  CHECK POINT DATESRow4: Start 6/23/2020, Completion 7/3/2020

	SPECIFIC ACTION STEPRow5: Launch Social Marketing Campaign
	NECESSARY RESOURCESRow5: Pictures, Videos, Customer Testimonials of early adopters
	ACCOUNTABLE PERSONSRow5: Joshua Fichter
Cat Buentello
Roger Calderon
Trevor McAdams
	EXPECTED RESULTRow5: Introduce Mobile Service to our Social Media followers to increase business
	START END  CHECK POINT DATESRow5: Start 7/6/2020, never ending, measure weekly with social engagement
	SPECIFIC ACTION STEPRow6: Create Reporting
	NECESSARY RESOURCESRow6: Excel, Spreadsheet  Mobile Op Codes, Daily Repair Orders
	ACCOUNTABLE PERSONSRow6: Roger Calderon
Robert Morgan
Kalyn Powell
Joshua Fichter
	EXPECTED RESULTRow6: Daily reporting of all mobile service activity
	START END  CHECK POINT DATESRow6: Start 6/11/2020
Checkpoint 7/1/2020
Weekly Reporting going forward

	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: We are creating a spreadsheet to track all mobile service activity.  We have created an op code for all mobile service repair orders and can run reporting from DMS and ReverseRisk.  This reporting will analyze the business as Retail or Fleet, Maintenance, Warranty, Repair, or Recall work, Total Sales, Cost of Labor, Gross, Expenses and Selling Gross
	A_2: Getting Fleet Companies on board with allowing us to work on their fleets off hours.


Scheduling and logistics to be the most efficient for the truck movements.




	A_3: One on one meetings with Service Director and Fleet Managers to explain benefits and cost savings to company.

There are several companies coming to market with valet service scheduling and we just need to find the right one for us.

	R: Based on 10 R.O.'s a day and 2 hours per R.O. we should be able to generate over $65,000 in sales a month and retain $48,000 a month or almost $600,000 in gross a year.
	S: Since mobile service is new there is not previous habits to fall back to.  We will need to measure and monitor daily, weekly and monthly to make sure we are progressing to an average fo 10 R.O.'s a day.


