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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: Improve Gross Profit % by adding 2 lower skilled technicians to do C level work. Current Reality: Gross @ 70.9% YTD. Objective is to improve daily RO count average to >30 through additional C work scheduled, and improved GP to 75% in fourth qtr. 
	2020 National Automobile Dealers Association All Rights Reserved: This will improve department gross and get to the minimum year end target of $125k monthly. Failure to reach this objective will result in the inability to cut the current monthly net losses in half. First quarter 2021 will focus on breaking even.



 
	SPECIFIC ACTION STEPRow1: Move Tyler (apprentice Tech) on MB team to Cadillac Lube Tech 
	NECESSARY RESOURCESRow1: Training from 9/21 to 9/30
	ACCOUNTABLE PERSONSRow1: Jason Jordan
Steve Fetty
	EXPECTED RESULTRow1: 5 additional appointments daily starting 10/1, 10 additional starting 10/15
	START END  CHECK POINT DATESRow1: In position and 5 additional daily appts by October 1, 10 additional by 10/15. >$10k additional Gross @ 78% by 10/31. 
	SPECIFIC ACTION STEPRow2: Add C Tech
	NECESSARY RESOURCESRow2: AutoMax, In-house recruiter. 
	ACCOUNTABLE PERSONSRow2: Jason Jordan
Steve Fetty
	EXPECTED RESULTRow2: Technician hired by 10/1 
	START END  CHECK POINT DATESRow2: 10/1 begin 2 week apprentice program, 10/15 start taking work with <5 additional appointments
	SPECIFIC ACTION STEPRow3: Hire dedicated Cadillac Service Manager (trainee)/Advisor
	NECESSARY RESOURCESRow3: In House recruiting
	ACCOUNTABLE PERSONSRow3: Scott Morrison
	EXPECTED RESULTRow3: Hired by 10/8 with 10 additional appointments by 10/15
	START END  CHECK POINT DATESRow3: In process. 10/8 ETA
	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: Additional appointments (CDK) Additional Gross Pace and Improved Gross %(CDK). Monitor Daily
	A_2: Candidate declines position, fails background check and/or screening  
	A_3: Perform thorough interview, present opportunity with great depth to prevent swaying or backing out.
	R: >$10k additional monthly GP in 4th Qtr.  
	S: Continually recruit for strong people, as well as individuals with development potential so that we always have a bench to work off of. 


