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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: To be signed up with X-time and have all techs. and advisers trained to be sending  video to customers by Jan2,2021 
	2020 National Automobile Dealers Association All Rights Reserved: 

   This is perfect for my dealership we are not overloaded at all with apointments,This will help us maximize our selling potantional to each customer.



      Beniefits of achieving this are: 

      More work per customer ticket

      More money to the bottom line

      Techs and Advisers will be happier and making more

      This will help bring the shop closer to making a profit

      All can see apointments and get prepared

      Scheduling and follow up would be easier

      

Consequences if it doesn't work:

       

      We will still be losing money

      A waste of investment

      Unhappy crew

      Lose respect from the service department

      Will make me gun shy for more changes

      Shop personal will believe we can not grow


	SPECIFIC ACTION STEPRow1: Interview and have demos from three different companies
	NECESSARY RESOURCESRow1: None just time to do research on companies
	ACCOUNTABLE PERSONSRow1: G.M.

Ser. Dir.
	EXPECTED RESULTRow1: To pick one company that fits our needs the best
	START END  CHECK POINT DATESRow1: November 16 2020 

Dec.1 2020
	SPECIFIC ACTION STEPRow2: Sign best company
	NECESSARY RESOURCESRow2: Money and signature

I-pads for crew


	ACCOUNTABLE PERSONSRow2: G.M.

Ser.Dir.
	EXPECTED RESULTRow2: To be signed up and start the ball rolling
	START END  CHECK POINT DATESRow2: Dec.1 2020 

hopefully it will be a long patnership
	SPECIFIC ACTION STEPRow3: Training
	NECESSARY RESOURCESRow3: will be part of contract from 
	ACCOUNTABLE PERSONSRow3: G.M.

Ser,Dir
	EXPECTED RESULTRow3: To have Techs,advisers, and BDC all trained and excited to start.
	START END  CHECK POINT DATESRow3: Dec.10 2020

Jan. 2 2020
	SPECIFIC ACTION STEPRow4: Meeting with crew
	NECESSARY RESOURCESRow4: G.M., Ser. Adv.,DBC, Techs,advisers
	ACCOUNTABLE PERSONSRow4: Ser. Dir.
	EXPECTED RESULTRow4: Have the team pumped and wanting to do this
	START END  CHECK POINT DATESRow4: Dec.10 2020
	SPECIFIC ACTION STEPRow5: Come up with bonus structure for techs. and advisers
	NECESSARY RESOURCESRow5: need to involve the crew and see whats excites them
	ACCOUNTABLE PERSONSRow5: Ser.Dir.
	EXPECTED RESULTRow5: Have them wanting to do videos all the time
	START END  CHECK POINT DATESRow5: Dec. 26 2020
	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: The systems we are looking at all have reports for %,increase, decrease, personal and team. can be checked daily.

 Will put a white board in the shop and have daily numbers from last year and present year put present year in green if the beat last year and red if it under. The more green the bigger the bonus 
	A_2: No buy in from team

Not letting customers what to expect

get complasent

Not holding each other accountable

Not leting the crew know this is great and that are doing a great job
	A_3: Getting buy in from all

Holding people acountable

Stay as passoinate about this as I am now

Let the team pick the type of bonus not the amount


	R: with seven techs and two advisers we should see a minimum of $15,000 a month
	S: This will fall on the Ser. Dir., not only due you have to moniter it you need to share the knowledge with the crew so they know where they stand on a weekly basis. we need to coach!!!! and more coaching, this needs to be made a second hand nature. Put increase and decrease into payplans. No more big checks unless we are making money !!


