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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.”

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

©2020 National Automobile Dealers Association. All Rights Reserved.2

that sƉeciĮc actions or steƉs ǁill Ǉou taŬe to accomƉlish Ǉour goal͍  that ǁill Ǉou do diīerentlǇ 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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Wotential Kbstacles͍ Wotential ^olutions͍

�KddKD >/N�͊ that is the Įnancial imƉact ;eǆƉressed in dollarsͿ oĨ achieving Ǉour goal͍

R

,oǁ ǁill Ǉou tracŬ Ǉour Ɖrogress͍ there ǁill Ǉou Įnd the inĨormation͍ ,oǁ oŌen ǁill Ǉou checŬ in͍ 

A TS M

A A
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�KN'RAdh>Ad/KN^͊ zou͛ve accomƉlished Ǉour goal͊ zou added or adũusted Ɖolicies͕ Ɖrocedures͕ and 
behaviors. Noǁ ǁhat͍ ,oǁ ǁill Ǉou ensure Ǉou and Ǉour staī do not Ĩall bacŬ into the Ɖrevious habits 
that Ɖroduced Ɖoor results͍ �e sƉeciĮc.

S A

SERVICE OPERATIONS HOMEWORK – ACTION PLAN


	How does this goal align with or support your dealers vision: I will increase my service department net profit from 74% to 79% by October 1st, 2020.
	2020 National Automobile Dealers Association All Rights Reserved: We run a very well oiled machine right now, but anytime I can provide more input to increase profit, I absolutely believe this would support the dealer's vision.

Benefits:  Increased morale, increased proficiency, more money, more organization and overall department efficiency.

Consequences:  Changing the 'norm', more pressure felt by employees, adapting to different mindset.

This is important to me because it will put more money to the bottom line.
	SPECIFIC ACTION STEPRow1: Increase tech
efficiency
	NECESSARY RESOURCESRow1: techs, advisors
	ACCOUNTABLE PERSONSRow1: service director, me
	EXPECTED RESULTRow1: increase overall
efficiency level to 
135% by tracking hours daily
	START END  CHECK POINT DATESRow1: today
weekly updates
monthly results
oct. 1

	SPECIFIC ACTION STEPRow2: Cut miscellaneous
expenses that aren't 
providing strong enough results
	NECESSARY RESOURCESRow2: expense breakdown from accounting
	ACCOUNTABLE PERSONSRow2: service director, me
	EXPECTED RESULTRow2: Increased efficiency
	START END  CHECK POINT DATESRow2: today
monthly tracking
oct. 1

	SPECIFIC ACTION STEPRow3: increase service advisor performance by 5%
	NECESSARY RESOURCESRow3: advisors, service director, report updates
	ACCOUNTABLE PERSONSRow3: service director, me 
	EXPECTED RESULTRow3: make small incremental gains on the expected daily sales objectives per advisor
	START END  CHECK POINT DATESRow3: today
weekly updates
monthly reviews
oct. 1
	SPECIFIC ACTION STEPRow4: review hours avail per month vs. actual hours billed for month with service
	NECESSARY RESOURCESRow4: financial statements, 
service director, 
	ACCOUNTABLE PERSONSRow4: me
	EXPECTED RESULTRow4: to make service director aware of actual unsold labor hours monthly/yearly & # of non productive techs
	START END  CHECK POINT DATESRow4: today
weekly updates
monthly reviews
oct 1
	SPECIFIC ACTION STEPRow5: 
	NECESSARY RESOURCESRow5: 
	ACCOUNTABLE PERSONSRow5: 
	EXPECTED RESULTRow5: 
	START END  CHECK POINT DATESRow5: 
	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: I will track the progress through each monthly financial statements by reviewing the input through the excel spreadsheet calculations.  I will check this monthly through our financial statement by inputting all of the necessary numbers into calculations and continuously review the results with my service director.
	A_2: change

expecting too much

disconnect from department


	A_3: explaining the analysis through real examples

breaking down the actual reality to each person and the impact it will make on their paycheck

leading by example through training and continuous education
	R: $25,125
	S: By making it a monthly obligation, I will eventually develop these types of reviews into a regular expectation both with my service director and every technicians.  I will show them constant value and genuine care in educating them which will lead to more money in all of our pockets.  Holding them accountable and leading by example is something that will be stressed on a regular basis so they understand why it is important to 'buy in' to my change.


