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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 service proficiency from 88% to 100% by the end of January 2021
	2020 National Automobile Dealers Association All Rights Reserved: this goal aligns with the dealerships vision of having high employee satisifaction along with high customer satisfaction.

Benefits of achieving this goal are:
Increased Gross Profit
Increased Net Profit
Improved Employee Moral and Culture
Improved Customer Satisfaction
More Work Performed during less physical time spent


Consequences:
Less Gross and Net Profit
Lower Employee Moral and Culture
Lower Customer Satisfaction
Techs perfoming less work during more physical time spent
	SPECIFIC ACTION STEPRow1: daily track of techs
scheduled time and hours
	NECESSARY RESOURCESRow1: xtime
timeclock
qliksense
	ACCOUNTABLE PERSONSRow1: technician
foreman
service manager

	EXPECTED RESULTRow1: 100%proficient +
Every Shift Worked
	START END  CHECK POINT DATESRow1: beginning during and after shift
	SPECIFIC ACTION STEPRow2: daily track of work dispatched and time spent on job
	NECESSARY RESOURCESRow2: xtime 
time clock
qliksense

	ACCOUNTABLE PERSONSRow2: technician
foreman
service manager
	EXPECTED RESULTRow2: 100% proficient + every job
	START END  CHECK POINT DATESRow2: beginning and end of job

	SPECIFIC ACTION STEPRow3: weekly status meeting with GM on every techs performance
	NECESSARY RESOURCESRow3: xtime
time Clock
Qliksense
	ACCOUNTABLE PERSONSRow3: technician
foreman
service manager
	EXPECTED RESULTRow3: 100% proficient + for week worked
	START END  CHECK POINT DATESRow3: end of qeek
	SPECIFIC ACTION STEPRow4: process meeting weekly
	NECESSARY RESOURCESRow4: xtime 
time clock
qliksense
	ACCOUNTABLE PERSONSRow4: foreman
service manager
	EXPECTED RESULTRow4: decrease turn time and increase hours sold 
	START END  CHECK POINT DATESRow4: once a week
	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: daily, weekly, monthly, qliksense, time clock, xtime. 
	A_2: culture adjustment
process adjustment
not feeling like being micromanaged
buy in from leaders
consistancy
	A_3: helping techs see they can make more money in less physical time 
process improvements to shave time each step
consistency
	R: increase gross profit, increase net profit, decrease or same expenses
	S: managing, following up, consistency, constant process improvements to help support accomplish the goal


