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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
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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.  

A TS M

SPECIFIC ACTION/
STEP

NECESSARY 
RESOURCE(S)

ACCOUNTABLE 
PERSON(S) EXPECTED RESULT

START, END, & 
CHECK POINT 

DATES
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Potential Obstacles? Potential Solutions?

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

R

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

A TS M

A A

S M T

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.

S A

SERVICE OPERATIONS HOMEWORK – ACTION PLAN


	How does this goal align with or support your dealers vision: My goal is to increase our hours per ro from 2.09 to 2.4 by November 30,2020. 
	2020 National Automobile Dealers Association All Rights Reserved: My goal aligns with our vision by increasing labor sales by .3 per hour on customer pay repair orders. This increases our gross profit numbers in serivce and parts by $7700 based off of Julys RO analysis. With our RO count continuing to rise since Covid-19 this will help get our departments dollars per RO to rise as well. If we do not increase our hours per RO this will cause for more work with additional RO's to be able to hit our monthly objective. This is important to me to show that my team is capable to get back to hitting monthly records and showing growth within the department and not a decline. 
	SPECIFIC ACTION STEPRow1: Increase Hours per RO to 2.4
	NECESSARY RESOURCESRow1: Mpi, CDK, Techs, Advisor Training
	ACCOUNTABLE PERSONSRow1: Adam Mahr(SM)

Ally Carrier(SA)
	EXPECTED RESULTRow1: 2.4 HPRO
	START END  CHECK POINT DATESRow1: Start date 9/15, check point dates 9/30/20,10/15/20 and 11/15/20, end date 11/30/20
	SPECIFIC ACTION STEPRow2: Increase ELR to $115 per Hour
	NECESSARY RESOURCESRow2: CDK, limited discounting, Dispatching work appropriately to proper techs
	ACCOUNTABLE PERSONSRow2: Adam Mahr(SM)

Ally Carrier(SA)

Greg Schwendeman(Dispatch)
	EXPECTED RESULTRow2: ELR reaching $115
	START END  CHECK POINT DATESRow2: Start date 9/15, check point dates 9/30/20,10/15/20 and 11/15/20, end date 11/30/20
	SPECIFIC ACTION STEPRow3: Increase Customer Pay RO count
	NECESSARY RESOURCESRow3: CDK, Appointments, Techs
	ACCOUNTABLE PERSONSRow3: Adam Mahr (SM)

Ally Carrie(SA)

Appointment Coordinators
	EXPECTED RESULTRow3: 15 ROs per day
	START END  CHECK POINT DATESRow3: Start date 9/15/20 check points Daily, end date on going
	SPECIFIC ACTION STEPRow4: 
	NECESSARY RESOURCESRow4: 
	ACCOUNTABLE PERSONSRow4: 
	EXPECTED RESULTRow4: 
	START END  CHECK POINT DATESRow4: 
	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: CDK Service provides us with the tools to track our appointments, failed rec. closing %, HPRO, ELR, gross profit, etc. Check in on a daily basis.
	A_2: Tech thorough inspections with recommendations.

Advisor presentions and over coming objections.




	A_3: Work with techs to make sure they are looking over the vehicles completely to make sure we are not missing oppertunities. 

Advisor training on how to over come the objection by customer and assume the sale by building value in what their vehicle needs. Utilize all the tools provided to get the sale. 
	R: Increasing our hours per RO by .3 at 15 RO's a day and average 22 full business days a month with an ELR of $115 gives our department a labor increase of $11,385 on the month.
	S: Continue to monitor these practices on a daily basis and review with team positives and negatives. Provide examples of area's of oppertunity that may have been missed in prior days. Score board tech's on hours turned for each day and hours turned each week. Set bonus structure for tech proficency that begins at 125% proficient and increases every 5% on top of 125%.


