NADA c.n

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 technician proficiency from 60.64% to 100% by September 30th 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

By increasing proficiency techs can see more vehicles and earn more money. As techs are fixing vehicles
quicker the shop will be able to get more vehicles through on a daily or hourly basis. Getting more cars through
the shop on a daily basis increases the stores bottom line and increases CSl as the customers car get back to
them quicker. This will also get loaner cars back sooner allowing more customers to use loaners and again
increasing profitability for the store as then manufacturer reimburses us for loaners when approved by OEM.
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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

brings the part
needed to the tech

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHECK POINT
DATES
parts runner 1 person from parts |1 techs can remain in | start: 7/27/2020
(Fetch) their bay working as | check point 8/15/20
the parts runner end: never

proficiency in shop

managers or shop
foreman

5 performers in
proficiency and
strive to be on that
list and climb

bonus program money 2 - manager and techs will work start: 7/27/20
tech quicker when money | check point 8/15/20
is tied to the end: 8/31/20
outcome of their
proficiency
rank top 5 techs in | white board all techs and techs will see the top | start: 7/28/20

check point - update
weekly

end 9/30/20 - maybe
keep going
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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?

tech proficiency will be evaluated weekly. The Service Manager or shop foreman will update the white board in
the shop with updated Proficiency for the techs for the week previous. We will calculate the techs FRH's for the
week and divide by the hours available for the week.

Potential Obstacles? Potential Solutions?
-low performers may get discouraged -continuous coaching to under performing techs
-techs may complain about the type of work that -dispatch work in a fair productive manner

top performers had

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

0000

We are currently operating at a 60% proficiency level. If we were to operate at a 100% proficiency level, this
would add $15,000 per tech. This would add $180,000 of gross profit.

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.

Proficiency levels will continue to be reviewed on a weekly basis. Techs who fall below tolerance set at 92% will
be coached by going over their proficiency level with the service manager and monitored more closely along
with training tips. Techs who fall below tolerance 3 weeks consecutively will be replaced.
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