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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific @ Measurahle o Relevant ° Time bound
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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.”

o000

I would like my service department to increase gross profit in customer pay. | would like to increase sales by
10% by the end of the year. | would like to review and manage this quartley to try to maintian a 10% increase
every quarter.

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?

R

By increasing customer pay we will be bringing new business to our service department. Our owner base
wants to see a consistent increase in every department. By increasing customer pay it will obviously increase
gross profit in service but it will also increase the number of cars we sell. People will purchase cars from the
place they service them so it would naturally increase the customer base for our sales department. I've learned
through this class that my service department stays profitable because of the internal tickets produced by the
used car department. | would like service to grow on its own without being dependent upon the internal tickets.
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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

social media
avenues. Digital
and direct mail
coupons.

Steve Murphy
Service Manager

familiar with our
prices and services

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHEI;:I:(TEgINT
Advertising Facebook and other [Jess Pyle GM Getting more people |Novl- Nov 30
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SERVICE OPERATIONS HOMEWORK — ACTION PLAN

!

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

0000

We will track our progress daily by reviewing all customer pay tickets to see what brought them to the service
department. We will have the service advisor code the RO for all new customers brought in the store by our
advertising.

Potential Obstacles? Potential Solutions?
Finding the right advertising that will bring new Showing our new customers our facility and
customers in the store but also keep us treating them like a guest in our home.
profitable. | don't want to spend the money Educationg them on all our services and our
advertising and give our services away for no competive pricing. Give them a reason to
profit. continue to use our service department.

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

0000

If we can increase customer pay by 10% by the end of November it woud increase gross profit. We currenty
average $30,000 in sales which produces $20,000 in gross profit. By increase sales 10% that would increase
sales by $3000 in November. If we can continue that trend we could increase sales by $36,000 annually which

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.

The new goals achieved become the standard. Once it's proven we can do it we maintain it by keeping those
habits in place. We continue the advertising support and continue to measure the growth. We constatly
brainstorm new ways to get people in our service department. We do this on a weekly basis with the sales
department why don't do it in service? We measure everything weekly in the front of the store and we hold

those manaers acountable. The service department has to be measured the same wav. We have to have
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	How does this goal align with or support your dealers vision: I would like my service department to increase gross profit in customer pay.  I would like to increase sales by 10% by the end of the year.  I would like to review and manage this quartley to try to maintian a 10% increase every quarter. 
	2020 National Automobile Dealers Association All Rights Reserved: By increasing customer pay we will be bringing new business to our service department.  Our owner base wants to see a consistent increase in every department.  By increasing customer pay it will obviously increase gross profit in service but it will also increase the number of cars we sell.  People will purchase cars from the place they service them so it would naturally increase the customer base for our sales department.  I've learned through this class that my service department stays profitable because of the internal tickets produced by the used car department.  I would like service to grow on its own without being dependent upon the internal tickets.
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	A: We will track our progress daily by reviewing all customer pay tickets to see what brought them to the service department.  We will have the service advisor code the RO for all new customers brought in the store by our advertising. 
	A_2: Finding the right advertising that will bring new customers in the store but also keep us profitable.  I don't want to spend the money advertising and give our services away for no profit.  
	A_3: Showing our new customers our facility and treating them like a guest in our home.  Educationg them on all our services and our competive pricing.  Give them a reason to continue to use our service department.  
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