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S M T

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

A A

S M T

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: Increase the number of my customer repair orders from 141 (Oct 2020) to 176 per month (25% increase) by February 28, 2021.
	2020 National Automobile Dealers Association All Rights Reserved: Achieving this goal is fundamental to my dealership's success. Not only will the money earned from the additional work help the profitability of the dealership as a whole, but the Service Department will wow them with the customer experience they provide and earn additional new and used car sales. 

By increasing the number of ROs we will be able to provide sufficent work to the technicians to keep them satisfied with their earnings and retain them. This will help morale and improve our proficency number, currently 72.5%. This will also help the Service Manager and Parts Manager, whose pay plans are tied to gross sales.

By growing our service business we can eventually hire additional techs, advisors,etc. This will allow us to expand our hours to provide better service to our customers and provide a little more flexibility in employee schedules.

If we do not achieve my goal the consequence will be that the Service Dept will continue to lose money.

The goal is important to me because I want my employees to be successful and earn a good livng and to be able to provide for their families. We also owe it to the dealer who made a substantial investment in the store last December.
	SPECIFIC ACTION STEPRow1: Obtain a list of the top 30 employers in the Greater Fort Wayne Area
	NECESSARY RESOURCESRow1: Internet, Google
	ACCOUNTABLE PERSONSRow1: Mike Craig
	EXPECTED RESULTRow1: List of businesses to call

	START END  CHECK POINT DATESRow1: 11/12/20 Start
11/12/20 End

Completed
	SPECIFIC ACTION STEPRow2: Create a process for a contactless pick up, delivery, and payment for service.
	NECESSARY RESOURCESRow2: Service Director
GM
	ACCOUNTABLE PERSONSRow2: Dillon Steenport
	EXPECTED RESULTRow2: A process that is clearly defined with performance expectations and is appealing to employers. 
	START END  CHECK POINT DATESRow2: Start
End
	SPECIFIC ACTION STEPRow3: Create phone script to call businesses
	NECESSARY RESOURCESRow3: Service Director
GM
	ACCOUNTABLE PERSONSRow3: Dillon Steenport
	EXPECTED RESULTRow3: Phone script will highlight benefits and have a plan to overcome objections
	START END  CHECK POINT DATESRow3: Start
End
	SPECIFIC ACTION STEPRow4: Develop a promotional flyer that can be posted physically or electronically to advertise service 

	NECESSARY RESOURCESRow4: Microsoft Office,
GM
	ACCOUNTABLE PERSONSRow4: Dillon Steenport
	EXPECTED RESULTRow4: Appealing informational poster that will entice customers to using our service
	START END  CHECK POINT DATESRow4: Start
End
	SPECIFIC ACTION STEPRow5: Make practice phone calls to Service Director, General Manager and mentor
	NECESSARY RESOURCESRow5: Phone
	ACCOUNTABLE PERSONSRow5: Dillon Steenport
	EXPECTED RESULTRow5: Polished phone presentation
	START END  CHECK POINT DATESRow5: Start
End
	SPECIFIC ACTION STEPRow6: Make calls to businesses. Call smallest businesses first.
	NECESSARY RESOURCESRow6: Phone
	ACCOUNTABLE PERSONSRow6: Dillon Steenport
	EXPECTED RESULTRow6: Appointments to deliver drop off envelopes, flyer, review process with employer
	START END  CHECK POINT DATESRow6: Start
End
	SPECIFIC ACTION STEPRow7: Call 20 small businesses not on the list, but close to dealership
	NECESSARY RESOURCESRow7: Phone
	ACCOUNTABLE PERSONSRow7: Dillon Steenport
	EXPECTED RESULTRow7: Appointments to deliver drop off envelopes, flyer, review process with employer
	START END  CHECK POINT DATESRow7: Start 
End
	SPECIFIC ACTION STEPRow8: 
	NECESSARY RESOURCESRow8: 
	ACCOUNTABLE PERSONSRow8: 
	EXPECTED RESULTRow8: 
	START END  CHECK POINT DATESRow8: 
	A: Person responsible will be held accountable to completion dates. Dillon Steenport will make a list of business that have opted in to program. 
Service advisors will keep track of the number of customer appointments made along with RO#s and Customer Pay dollars. These will be reported out weekly and monthly
	A_2: Covid

Employers would not want to deal with the administration of this. Potential loss of productivity

	A_3: Emphasize contactless service. Healthier for employees. Cars will be properly maintained, protecting customers' investment

Develop process to be minimally intrusive. Actively listen to employer's concerns. Make a list of potential objections prior to calling and have solutions available.

Discuss how to overcome objections with Finance Manager, Service Director and mentor. Make a plan.

	R: Per Greater Fort Wayne Inc. Metro Chamber Alliance there are 28,355. Converting 1% will yield 283 new customers. If we divide by 4 months we would have 70 new customers per month, double our goal. All things being the same for October, the additional 70 customers would yield an extra 5,370 in gross per month.
	S: Continue to provide world class service. Monitor CSE to ensure customers are happy with the service provided. CSE should remain 97 or greater. 
Review the list of large employers on an annual basis. Be aware of large employers moving to area e.g. the Amazon warehouse that is coming.


