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HOMEWORK – ACTION PLAN

Name________________________________________________ 	 Class # _________________________

Dealership____________________________________________ 	 Date _ _________________________

S   Specific    M   Measurable    A   Achievable    R   Relevant    T   Time-bound

Goal Start Date: Goal End Date:

First Check-in Date: Performance Objective:

Second Check-in Date: Performance Objective:

Third Check-in Date: Performance Objective:

Fourth Check-in Date: Performance Objective:

Current Situation 
or Challenge to be 
Addressed:

Current Performance 
Level (include specific 
measure):

Goal (what do you 
want to achieve?)

Goal Performance 
Level (include specific 
measure)
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HOMEWORK – ACTION PLAN

How does your goal 
align with the dealers’ 
vision?

What are the potential 
benefits of achieving 
your goal?

What are the potential 
consequences if you 
don’t achieve your 
goal?

Why is the goal 
important to you?

Potential Obstacles

Potential Solutions

BOTTOM LINE! 
Financial Impact of 
Achieving Your Goal 
(expressed in dollars)
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HOMEWORK – ACTION PLAN

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.

SPECIFIC ACTION/
STEP

NECESSARY 
RESOURCE(S)

ACCOUNTABLE 
PERSON(S) EXPECTED RESULT

START, END, &  
CHECKPOINT 

DATES

As you work toward your goal, it’s important to have interim check points with specific, measurable 
objectives so your team can hold themselves accountable. If everyone knows the goal and objectives, 
you don’t have to spend your valuable time micromanaging.



VARIABLE OPERATIONS 2

4	 ©2020 National Automobile Dealers Association. All Rights Reserved.

HOMEWORK – ACTION PLAN

Once you’ve accomplished your goal, 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.

Describe any planning or implementation meetings conducted as part of development of your plan.

Sponsor Signature:_____________________________________________________________________


	Name: Jason Wendling
	Class: 366
	Dealership: Dick Hannah
	Date: 10/19/20
	Current Situation or Challenge to be Addressed: It is difficult to reliably audit the current customer experience we provide, both digitally and in person.  I'm not talking just CSI, that's a measurement after the purchase and often isn't easy to overlay with what we are trying to provide. Also, what if they decided not to use our services. 
	Current Performance Level include specific measure: Store teams and corporate audit websites and physical properties, but it's inconsistent and not completely focused on the customer experience. 
	Goal what do you want to achieve: Generate actionable current state information about how customers experience our services. This is absolutely necessary to the continuous improvement process. 
	Goal Performance Level include specific measure: Deliver information that generates insight and effective change.  Something our teams will use and continue to come back to. 
	Goal Start Date: 01/01/21
	Goal End Date: 06/01/21
	First Checkin Date: 
	Performance Objective: 
	Second Checkin Date: 
	Performance Objective_2: 
	Third Checkin Date: 
	Performance Objective_3: 
	Fourth Checkin Date: 
	Performance Objective_4: 
	How does your goal align with the dealers vision: Nice is what we do, and if we don't consistently provide a nice experience, we aren't delivering on our promise. 
	What are the potential benefits of achieving your goal: Profitable growth, achieving a maintain a great customer experience is the only sustainable way to grow. 
	What are the potential consequences if you dont achieve your goal: Loss in market share, or shrinking profits to hold on to market share. 
	Why is the goal important to you: Establishing a reliable and informative measurement is absolutely necessary, and the first step, to continuous improvement. And we all agree that a focus on improving the customer experience is a must. 
	Potential Obstacles: An overwhelming number of interactions and touch points.
Stakeholder buy-in, we are doing pretty well already after all.
An industry that doesn't fully grasp CI and it's incredible ability to build an indomitable lead over your competition. We like our big changes, not lots of small ones.(Little bit of a tangent here)
A lack of respect for establishing reliable measurement of a desired outcome, we go with gut feel, and then find some data to support it too often.  
	Potential Solutions: Scripted audits by 3rd parties, such as sending someone that is good at documentation through our service drive with a fresh trade.
Automated link checking - Keep the basics clean
Non-customer surveys, meaning they didn't buy, or the survey isn't linked to a purchase. 
More systematic scrutiny of existing customer surveys. 
	BOTTOM LINE Financial Impact of Achieving Your Goal expressed in dollars: In this case, difficult to say, but it won't take many key insights and subsequent adjustments for it to be large. 
	SPECIFIC ACTION STEPRow1: Form a team
	NECESSARY RESOURCESRow1: Key people from the groups that actually interact with customers or "do the real work"
	ACCOUNTABLE PERSONSRow1: Jason W.
	EXPECTED RESULTRow1: Defined team and their time committed. 
	START END  CHECKPOINT DATESRow1: 
	SPECIFIC ACTION STEPRow2: Define Problem Statement
	NECESSARY RESOURCESRow2: Team
Whiteboard
	ACCOUNTABLE PERSONSRow2: Jason W.
	EXPECTED RESULTRow2: Everyone knows the exact problem, or outcome we are addressing
	START END  CHECKPOINT DATESRow2: 
	SPECIFIC ACTION STEPRow3: Ideate 
	NECESSARY RESOURCESRow3: Team
Whiteboard
	ACCOUNTABLE PERSONSRow3: Jason W.
	EXPECTED RESULTRow3: Avalanche of potential solutions or insights 
	START END  CHECKPOINT DATESRow3: 
	SPECIFIC ACTION STEPRow4: Form hypothesis and check it
	NECESSARY RESOURCESRow4: Team
Unkown
	ACCOUNTABLE PERSONSRow4: Jason W.
	EXPECTED RESULTRow4: Verification of what action will create the desired outcome
	START END  CHECKPOINT DATESRow4: 
	SPECIFIC ACTION STEPRow5: Implement
	NECESSARY RESOURCESRow5: Team
Unkown
	ACCOUNTABLE PERSONSRow5: Jason W.
	EXPECTED RESULTRow5: Team finishes implementation
	START END  CHECKPOINT DATESRow5: 
	SPECIFIC ACTION STEPRow6: Sustain
	NECESSARY RESOURCESRow6: Team
	ACCOUNTABLE PERSONSRow6: Jason W.
	EXPECTED RESULTRow6: Ongoing monitoring added to the appropriate agenda's and dashboards
	START END  CHECKPOINT DATESRow6: 
	SPECIFIC ACTION STEPRow7: Rinse & Repeat
	NECESSARY RESOURCESRow7: 
	ACCOUNTABLE PERSONSRow7: 
	EXPECTED RESULTRow7: 
	START END  CHECKPOINT DATESRow7: 
	poor results Be specific: Incorporate audit results into monthly store meeting agenda
	Describe any planning or implementation meetings conducted as part of development of your plan: 


