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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

o 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 increase my hours billed from 208 to 1,284. This will allow me to get much closer to my monthly
potentail clock hours of 1,584 by January 1, 2021 with the same amount of techs | have.

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 goal is important to be because it will...

. Increase tech proficiency.

. Decrease unapplied time.

. Increase hours turned by each tech, which will make them more money.
. Increase parts and labor sales.

. Increase gross profit in the department.

. Increase my fixed absoroption rate to cover expenses.

. Get more work done in a day, prevent schedueling 2-3 weeks out, be able to take walk in APT. Ability to be
more conveint for the customer.
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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

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y !
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHEg:TEgINT
Sit with every tech RUN REPORT & SERVICE WANT TECH TO AUG 1ST 2020
and review current [HOLD MEETING MANAGER SEE POTENTIAL
hours turned about
proficiency.
Create a goal for HOLD MEETING, SERVICE TECH TAKES AUG 1ST 2020
each tech. Expected | WRITE DOWN MANAGER OWNERSHIP OF
monthly increase & | GOALS, HAVE NEW GOAL
by JAN THEM PUT IT ON
TOOLBOX

Post these number |PRINT REPORT & | SERVICE CREATE HEALTHY |START AUG 1ST
for the techs daily. HANG IN A MANAGER COMPETITION 2020
Review monthly VISABLE
data. LOCATION DAILY

1ST OF MONTH
Offer productivity RUN REPORT, SERVICE MORE TECHS WILL | RECORD DAILY.
bonus for techs that | POST THIS, KEEP | MANAGER & PUSH TO GETTO |TOTALAT EACH
produce. EX. extra |TRACK PAYROLL 125%. MORE PAY PERIOD.
dollor per hour over SALES.
125%
Keep 1-2 jobs in line [FILE SYSTEM TO SERVICE DECREASE TIME CONSTANT
for each tech to limit [HOLD NEXT JOB. MANAGER & SPEND STANDING
down time. PERSON TO DISBATCHER AROUND & AND

DISBATCH. LOOKING FOR
NEXT JOB.

Parts delivers parts |ATTITUDE PARTS MANAGER [COMPLAINING CONSTANT
to techs stall to ADJUSTMENT. & PARTS UNTIL IT BECOMES
increase proficency. |POLICY CHANGES. | ADVISORS NEW NORMAL.
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NADA c.n

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

!

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

0000

| would track my progess by creating an excel template that | can easily insert data daily and print off to report
numbers daily. | will also email this out to all of the managers at my store. | will obtain this information for my
DMS report of hours flagged from the previous day per tech.

Potential Obstacles? Potential Solutions?
1. Pushing the techs to turn more hours. 1. Create a pay plan that pushes them past
there average hours turned. Keep them in there
2. Getting the parts department to bring parts stall working on vehilces.

out to the technician.
2. Create a new policy that states on AUG 1st
3. Getting the manager to calculate data and all parts must be handed directly to the tech as
post daily results. soon as the order comes through. Adjust the
pay plan to drive sales and hours turned.

3. GM needs to ensure that service manager
has hung up the numbers from the day before.

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

0000

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.

By tracking this information daily it will always be top in mind. | will be able to see if one of the techs had a rough
day | can check in with him, and help him get back on track, or see if he needs anything from me. | may need to
adjust the pay plan to be a stronger incentive.
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