NADA oo

SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

o Specific m Measurable o Relevant o Time bound

ll

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.”

o000

| will increase my labour gross profit percentage from 72% to at least 74% by December 31st 2020

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?

This will aligns with our group vision to be profitable in a sustainable and long term way

Benefits - Company will make more gross profit - my GM and | will benefit on personal bonuses

Goal is important to me because achieving this will show improvement that was not achieved in previous years
and validate my hiring and role within the company.
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FIXED OPERATIONS 2 — SERVICE

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.

0000

higher ELR by menu
priced services /
proper billing

sevice price menu

on certain ops by
pre-loaded / billed
ops

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y ’
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHECK POINT
DATES
Warranty labour rate | Warranty labour rate | Myself Increase labour rate [ Nov 1st - Nov 30th
increase review and process from 119.07 to
128.60
Introduce hiline Create list/ Myself Achieve certain ops /| Oct 26th
service items and reference for hi-line | Service Advisors ros that will have Check - Nov 26th
repairs services ELR higher than End - never /
EV / Transmission / posted door rate to | ongoing
Diesel diag? offset competitive
Dispatcher to ensure | Ensuring dispatcher | Myself / Dispatcher |To increase service |Oct 26th
comp jobs go to understands how to profit by reducing Check - Nov 26th
lower paid techs and | calculate ELR per labour cost End - Never /
vice versa op/Job and is unnecessarily ongoing
aware of effects of
Advisors to ensure Review and finish Myself / Advisors achieve higher ELR | Nov 1st

Check - Dec 1st
End - Never on

going
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NADA c.n

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

!

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

Review advisor daily sales summary in CDK daily / and report weekly

Potential Obstacles? Potential Solutions?

Advisors falling into lazy / bad billing practices Review Closed ros often to correct bad billing
--------- practices and coach to use correct ops

------------ Contact RSM and ask for special case before

Dispatcher dispatching improperly based on year end

timelines and panic | eemeemeeee-
Review bookings with Dispatch / CRM - create
slots for quick lube / tires and waiters as
necessary

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

0000

Doing this from home - so don't have the exact figures YTD
Based on last month -
1881 sold hours @ 128.80 ELR @ 72GP % = 174,436 Gross

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.

Ensure staff understand metrics and how small billing or quoting errors effect business bottom line

-Ensure staff understand and want to do better - consistent and frequent updates and reporting will be important
to achieve this

-Work with dispatcher to understand the importance of thinking ahead and planning his day as best as possible
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	How does this goal align with or support your dealers vision: I will increase my labour gross profit percentage from 72% to at least 74% by December 31st 2020 
	2020 National Automobile Dealers Association All Rights Reserved: This will aligns with our group vision to be profitable in a sustainable and long term way 
Benefits - Company will make more gross profit - my GM and I will benefit on personal bonuses 
Goal is important to me because achieving this will show improvement that was not achieved in previous years and validate my hiring and role within the company. 
	SPECIFIC ACTION STEPRow1: Warranty labour rate increase 
	NECESSARY RESOURCESRow1: Warranty labour rate review and process 
	ACCOUNTABLE PERSONSRow1: Myself 
	EXPECTED RESULTRow1: Increase labour rate from 119.07 to 128.60
	START END  CHECK POINT DATESRow1: Nov 1st - Nov 30th 
	SPECIFIC ACTION STEPRow2: Introduce hiline service items and repairs 
	NECESSARY RESOURCESRow2: Create list / reference for hi-line services 
EV / Transmission / Diesel diag? 
	ACCOUNTABLE PERSONSRow2: Myself 
Service Advisors 
	EXPECTED RESULTRow2: Achieve certain ops / ros that will have ELR higher than posted door rate to offset competitive services 
	START END  CHECK POINT DATESRow2: Oct 26th  
Check - Nov 26th 
End - never  / ongoing 

	SPECIFIC ACTION STEPRow3: Dispatcher to ensure comp jobs go to lower paid techs and vice versa 
	NECESSARY RESOURCESRow3: Ensuring dispatcher understands how to calculate ELR per op / Job and is aware of effects of poor dispatching 
	ACCOUNTABLE PERSONSRow3: Myself / Dispatcher 
	EXPECTED RESULTRow3: To increase service profit by reducing labour cost unnecessarily 
	START END  CHECK POINT DATESRow3: Oct 26th 
Check - Nov 26th 
End - Never / ongoing 

	SPECIFIC ACTION STEPRow4: Advisors to ensure higher ELR by menu priced services / proper billing 
	NECESSARY RESOURCESRow4: Review and finish sevice price menu 
	ACCOUNTABLE PERSONSRow4: Myself / Advisors 
	EXPECTED RESULTRow4: achieve higher ELR on certain ops by pre-loaded / billed ops
	START END  CHECK POINT DATESRow4: Nov 1st 
Check - Dec 1st 
End - Never on going 

	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: Review advisor daily sales summary in CDK daily / and report weekly 

	A_2: Advisors falling into lazy / bad billing practices 
---------
warranty labour rate increase closed until 2021 
------------
Dispatcher dispatching improperly based on timelines and panic 

	A_3: Review Closed ros often to correct bad billing practices and coach to use correct ops 
-------------
Contact RSM and ask for special case before year end 
-----------
Review bookings with Dispatch / CRM - create slots for quick lube / tires and waiters as necessary 

	R: Doing this from home - so don't have the exact figures YTD
Based on last month - 
1881 sold hours @ 128.80 ELR @ 72GP % = 174,436 Gross 
TO DO - 1881 sold hours @ 128.80 ELR @ 74GP% = 179,281 Gross 
Difference of $4845 monthly or 58,140 annually 

Safe estimate since increasing labour gross by using same practices that will increase ELR means figures will actually be much higher - 
ie hoping to be 74% labour gross on a 132 ELR 
	S: Ensure staff understand metrics and how small billing or quoting errors effect business bottom line 
-Ensure staff understand and want to do better - consistent and frequent updates and reporting will be important to achieve this 
-Work with dispatcher to understand the importance of thinking ahead and planning his day as best as possible - understanding the urgency this role requires at all times 
-New advisor pay plan is coming that pays on labour gross - this means they will be more invested in maximizing service gross profit and dollars 




