
1©2020 National Automobile Dealers Association. All Rights Reserved.

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
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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: Goal is to increase Productivity from 76.7% to 82% by April 2021. By increasing technician productivity, this will increase my Proficiency resulting in more gross at the end of the month. 


	2020 National Automobile Dealers Association All Rights Reserved: Consequences would be leaving lost revenue on the table, affecting Advisor pay, Technician pay, Management bonus and dealership profit

The Importance of the goal, Increase in productivity can directly affect not only the bottom line, but also affect staff moral (positivly) and therefor result in happier customers and dealership reputation.
	SPECIFIC ACTION STEPRow1: Monitor daily the productivity of the technicians
	NECESSARY RESOURCESRow1: DMS reports
	ACCOUNTABLE PERSONSRow1: Myself
	EXPECTED RESULTRow1: Find whom my weak productive techs are
	START END  CHECK POINT DATESRow1: start immediatly, check daily, weekly and monthly with no end date
	SPECIFIC ACTION STEPRow2: Weekly coaching with the lower productive employee's
	NECESSARY RESOURCESRow2: DMS reports
	ACCOUNTABLE PERSONSRow2: Myself
	EXPECTED RESULTRow2: Increased productivity, less tech time waisted
	START END  CHECK POINT DATESRow2: Start Nov 2 2021. Check weekly and month end with no end date
	SPECIFIC ACTION STEPRow3: Ensure BDC is booking proper work load for the shop at the correct booking times
	NECESSARY RESOURCESRow3: Shop booking scheduler
	ACCOUNTABLE PERSONSRow3: Myself and BDC manager Jody
	EXPECTED RESULTRow3: Increased productivity, happier customers, increased business
	START END  CHECK POINT DATESRow3: Start immediatly, check daily until taget met, then checked weekly
	SPECIFIC ACTION STEPRow4: Have all technicians fill out Multi-Point Inspection forms regardless of what the customes vehicle is in the shop for
	NECESSARY RESOURCESRow4: Spot check daily to ensure filled out correctly and upsell opportunity is utilized
	ACCOUNTABLE PERSONSRow4: Myself, Tech's and Advisors
	EXPECTED RESULTRow4: Increased hours/RO resulting in increased tech productivity, bonuses and gross
	START END  CHECK POINT DATESRow4: Start immediatly, checked daily with no end date
	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: Progress will be tracked with DMS reports and monthly statements. Spot checks with repair orders, technicians, advisor hr/ro and DMS reports. Daily, weekly and monthly
	A_2: Resistance from Technicians.

Finding enough time to perform tasks above

Advisor not upselling multi-point form
	A_3: Coach, Coach, Replace

Delegation, Prioritize task daily

Coach advisor on how to present to customer
	R: Increase of 5% would result in an additional 71 hrs in productivity. Also additional $6872 in gross profit for the month. Also additional $3216 for parts sales. Adds $10088. in dealership sales for the month
	S: Have my General Manager hold me accountable for my goal. Hold myself accountable for my goal. Work with my action plan reports daily to keep myself on task. 


