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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



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 at the moment is to get the wait time down on minor services. I have created an express team that should be able to help in this area. We will be measuring by using a log sheet. We will start with the time it was written to when the tech is done. At the moment we are taking more than an hour to get these services done. 
	2020 National Automobile Dealers Association All Rights Reserved: The benefits of us perfecting this means happy customers, better CSI, more chances of upselling. Overall customers will be happy.



The consequences if we dont, would be the complete opposite. We will lose customers to the competitor, lose opportunities to increase business. 



This goal is important to me for a few reasons. 



1) Happy customers, means more money 

2) Better CSI means more money

3)At the end of the day happy owner means more money
	SPECIFIC ACTION STEPRow1: create an express team
	NECESSARY RESOURCESRow1: Parts needed will be stationed at the bay, tools will be organized. 
	ACCOUNTABLE PERSONSRow1: The express advisor and express tech
	EXPECTED RESULTRow1: Hoping to go from an hour service to possibly under 45minutes 
	START END  CHECK POINT DATESRow1: 10-1-2020 until 10-30-2020
	SPECIFIC ACTION STEPRow2: 
	NECESSARY RESOURCESRow2: 
	ACCOUNTABLE PERSONSRow2: 
	EXPECTED RESULTRow2: 
	START END  CHECK POINT DATESRow2: 
	SPECIFIC ACTION STEPRow3: 
	NECESSARY RESOURCESRow3: 
	ACCOUNTABLE PERSONSRow3: 
	EXPECTED RESULTRow3: 
	START END  CHECK POINT DATESRow3: 
	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: I will review Express tickets every morning, with the log sheet to compare. I have a unique set up where my office is. I am right in front of the express bay. 
	A_2: Too many waiters. 
	A_3: Growing the express team 
	R: Hoping to increase labor sales more than 10,000 a month. Our express tech is less cost as well. So hoping to profit all we can in the express system. 
	S: I will continue to review RO's, will have express advisor reporting to me and keeping me up to date. 


