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S M T

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
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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 for the shop is to increase total shop hours produced.
Increase hours per RO. By using our MPI system properly. 
Which will include getting quality recs from the techs in a timely manner on vehicles. Getting parts dept. to price the recs quickly. Finally get the advisors to price the labor on the recs and present them to the customer while the vehicle is still in the techs stall, so the vehicle does not have to be racked twice.
We are currently averaging 1.9 hrs per Ro my Goal is to get to 2.2 hrs per RO by the end of December.
Then have processes in place to only improve and not revert!
	2020 National Automobile Dealers Association All Rights Reserved: Our Dealership goal for service is to Grow while becoming more profitable!
The benefits of this goal reaches everyone involved!
More quality inspections and recommendations for our customers to keep there vehicles in top operating condition.
More hours for the techs. on less vehicles which will translate to more flagged hours which equals more money and easier days for the techs.
More revenue for my service writers, and the knowledge of giving the customers more quality and peace of mind in there vehicles.
More revenue for the dealership and more well taken care of customers that will more likely keep returning.
The Consequences of not meeting this goal!,  Failing my dealership, employees, and most important to me, 
I would fail myself!
I have been waiting for the opportunity to show that I can do this job, and do it well!
Now that I have this opportunity as a New Service Manager at this dealership 
My Personal goal is to grow 10% better than YOY, regardless of any excuses such as Covid!  
	SPECIFIC ACTION STEPRow1: Techs give quality inspections and recommendations on each vehicle.
	NECESSARY RESOURCESRow1: Instructions on how to use the MPI system and what to look for on vehicles.
	ACCOUNTABLE PERSONSRow1: Technicians 
	EXPECTED RESULTRow1: Increase in completed MPI and increase in recs.
	START END  CHECK POINT DATESRow1: Start, Now!
End, -ON-Going!
Daily, Weekly, and Monthly progress reports.
	SPECIFIC ACTION STEPRow2: Parts department pricing recs. quickly.
	NECESSARY RESOURCESRow2: Use the MPI system we already have in place efficiently.
	ACCOUNTABLE PERSONSRow2: Parts counter personnel
	EXPECTED RESULTRow2: Lower the time taken to get parts pricing to advisors.
	START END  CHECK POINT DATESRow2: Start, Now!
End, -ON-Going!
Daily, Weekly, and Monthly progress reports.
	SPECIFIC ACTION STEPRow3: Advisors to price the labor on recs. and present to customer while the vehicle is still in the techs stall.
	NECESSARY RESOURCESRow3: Use the MPI system we already have in place efficiently.
	ACCOUNTABLE PERSONSRow3: Advisors
	EXPECTED RESULTRow3: Sell more needed repair work to customers
	START END  CHECK POINT DATESRow3: Start, Now!
End, -ON-Going!
Daily, Weekly, and Monthly progress reports.
	SPECIFIC ACTION STEPRow4: Service manager to properly watch, coach, and enforce the new process.
	NECESSARY RESOURCESRow4: Use the reports that are generated from my MPI system.
	ACCOUNTABLE PERSONSRow4: Service Manager
	EXPECTED RESULTRow4: Increase profits and quality for everyone involved. 
	START END  CHECK POINT DATESRow4: Start, Now!
End, -ON-Going!
Daily, Weekly, and Monthly progress reports.
	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: By using the report information generated from my MPI system.
I will check this daily and have reports to share with the departments daily, weekly, and monthly.
	A_2: Nobody likes changes!
Everyone will think it is just more work and more steps to do on each car.
	A_3: Show the benefits!
	R: If we currently close 425 customer RO's a month a 0.3 increase per RO would be 127.5 more billable hours a month. Which at our current ELR of $128.00 would be a gain of $16,320 each month is sales.
	S: Constant Coaching and monitoring of the reports and holding all parties responsible.
Unfortunately as a head coach (Which is what i think a Service Manager is) you might have to bench your all-star at times to get him to be better in the future!


