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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 is to increase my labor sales closer to what my potential is calculated at. Currently labor sales is 226k and I want to get it over 250k in the next 3-4  months 
	2020 National Automobile Dealers Association All Rights Reserved:  gross profit which would minimize the impact of dealer expense. 

Benefits of achieiving my goal would be minimizing the unapplied time in the shop. Currently our unapplied time in the shop varies alot. There are months where we have very little and then there are months where our unapplied time can sky rocket to 17,000. This does also have to do with our work in progress being inputted into our unapplied time but it gets credited the following month. 

This goal is important to me because our gross profit would also increase and more time being sold in the shop. 
	SPECIFIC ACTION STEPRow1: increasing ELR
	NECESSARY RESOURCESRow1: better MPIs being filled out 
	ACCOUNTABLE PERSONSRow1: technicians

Advisors 

Myself 
	EXPECTED RESULTRow1: Increasing ELR to $160
	START END  CHECK POINT DATESRow1: start - now 

check - b-weekly 
	SPECIFIC ACTION STEPRow2: performing a proper walk around 
	NECESSARY RESOURCESRow2: Currently signal for 

the advisors should be stronger to write up onn the Ipads outside. 
	ACCOUNTABLE PERSONSRow2: advisors 

myself 
	EXPECTED RESULTRow2: Getting better information from customers and observing problems at write up. 
	START END  CHECK POINT DATESRow2: start - now 

check - daily 
	SPECIFIC ACTION STEPRow3: less one line work orders 
	NECESSARY RESOURCESRow3: reviwing the open and closed RO reports 
	ACCOUNTABLE PERSONSRow3: advisors myself 
	EXPECTED RESULTRow3: Always having a multi point line on each RO and asking more quesions to customers 
	START END  CHECK POINT DATESRow3: start- now 

check - weekly 
	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 track my progress by running all necessary reports to track the increase. I will also give advisors and technicians all necessary resources they would need to be able to peform the work I expect in orderto reach my goal. This will include correcting the signal issues we are currently having, observing their Ros and MPIs, and following any more needed training on our new digital mpi system. 
	A_2: g signal issues 



Anyone falling off track 
	A_3: Consistently following up and holding persons responsible accountable if work is not performed.
	R: Increasing my labor saes about $30,000 monthly. 
	S: ld have to stay on track myself with any new process that I put in place in order to be able to achieve my goal.

I will make myself a daily check list of things that I would need to look for including tracking ELR, closed ROs, and unapplied time. 


