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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: My goal is to be 100% in facility utilization and tech proficiency with more hours sold per R/O and be in the Net 20% by January 2021  
	2020 National Automobile Dealers Association All Rights Reserved: Let's face it we all are in this business to make money and Not lose money. The vision will be that we are able to continue to grow as a well oiled machine that will be able to be profitable for year's to come. This store has been in business for over 50 years and I really need to make sure it will be here another 50 years even when I'm gone. The benefits to being overall more profitable is important to me because it not only benefits service but as a whole sales and service the total dealership! The consequences are Great because if we do not meet our goals that we set then what's the purposes of us being here. I love this dealership with everything I got. It would break my heart to see this all go by not being Profitable! I needed help and NADA gave that to me on another level to shed some light in the black hole I call an office with the tools and advise that are coming from real world people that know what the hell they are doing. That is why my goal is so important to me as a service manager. 
	SPECIFIC ACTION STEPRow1: Pre pulling all parts before the next day
	NECESSARY RESOURCESRow1: Set up training on process
	ACCOUNTABLE PERSONSRow1: Office staff
	EXPECTED RESULTRow1: Less time for techs for techs waiting for parts to be pulled
	START END  CHECK POINT DATESRow1: Already in process as of last year
	SPECIFIC ACTION STEPRow2: Pre selling work on maintenance up front in the service drive 
	NECESSARY RESOURCESRow2: Training on process
	ACCOUNTABLE PERSONSRow2: service writers and service managers
	EXPECTED RESULTRow2: Less down time calling back customers for approvals
	START END  CHECK POINT DATESRow2: Already in place as of last year
	SPECIFIC ACTION STEPRow3: Using Pre assigned stalls for quick service work or waiters
	NECESSARY RESOURCESRow3: Training on process
	ACCOUNTABLE PERSONSRow3: Service writers, service managers and dispatch
	EXPECTED RESULTRow3: Less time looking for cars or moving cars to get to another car
	START END  CHECK POINT DATESRow3: In place as of last year
	SPECIFIC ACTION STEPRow4: Assign each job to the tech best suited for the job
	NECESSARY RESOURCESRow4: Training on process
	ACCOUNTABLE PERSONSRow4: Dispatch and service managers
	EXPECTED RESULTRow4: Increase in ELR by having the right tech for the job. less comebacks
	START END  CHECK POINT DATESRow4: 10/2/20
10/31/20 check on results
	SPECIFIC ACTION STEPRow5: Involve tech estimates 
	NECESSARY RESOURCESRow5: Training on new process
	ACCOUNTABLE PERSONSRow5: service advisers 
service managers 
dispatch
techs
	EXPECTED RESULTRow5: Helps with overall fair pricing that he or she can help with previous experience with on repairs
	START END  CHECK POINT DATESRow5: 10/31/20- current
	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: Using the best tools provided by NADA on projections on where we are at daily as well as using reynolds system daily.
	A_2: Not following the process

Going back to old habits
	A_3: Retrain and motivate

Meet with and set guidelines on breaking these habits
	R: Just by increasing are sold hours by 452 more just to start , we would put our tech proficiency up to 124%. with last month being at 97%. With just that increase we could make also another $60K or more in parts in labor in Gross profit.
	S: Meet with service staff and office staff weekly and meet with service techs twice a week to track goals and where we are at in the current month. Correct any bad habits as it may happens immediately.  


