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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? 
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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 bing my maintenance repair orders up to 40%, currently it is at about 15%. This goal is a quarterly goal and will be accomplished April 1, 2012.
	2020 National Automobile Dealers Association All Rights Reserved: This goal will help obtain the $70k monthly service department labor minimum that the dealership is aiming for. By obtaining the goal it increases profitability for the service department, the dealership, and the staff. It will also be benificial to our customers thrugh preventative maintenace. The consequenses of this goal are loss of customers possibly, and loss of revenue.

                                                                                                                                                                             This goal is imprtant to me personally because I worked in this facility as a technician when this place was bleeding money, when I took over as the service manager we jumped $20,000 a month in profit. Now is the time to take it to the next level. We are in a building that is 70 years old and we are looking into building a new facility.
	SPECIFIC ACTION STEPRow1: MPVI TO BE PERFORMED ON ALL VEHICLES
	NECESSARY RESOURCESRow1: MPVI IS ON SERVICE WORK BENCH THROUGH GM
	ACCOUNTABLE PERSONSRow1: TECHNICIANS AND SERVICE ADVISORS TO FOLLOW UP
	EXPECTED RESULTRow1: INCREASED NUMBER OF LINES ON REPAIR ORDERS FOR MAINTENANCE
	START END  CHECK POINT DATESRow1: FOLLOW UP WITH STAFF DAILY
	SPECIFIC ACTION STEPRow2: SERVICE ADVISOR NEED TO FOLLOW UP WITH CUSTOMERS ON MAINTENANCE SCHEDULE
	NECESSARY RESOURCESRow2: MAINTENANCE SCHEDULE FOUND ON SERVICE WORK BENCH
	ACCOUNTABLE PERSONSRow2: SERVICE ADVISOR
	EXPECTED RESULTRow2: INCREASED FACTORY RECOMMENDED MAINTENACE
	START END  CHECK POINT DATESRow2: BI-WEEKLY REPAIR ORDER REVIEW WITH THE SERVICE ADVISOR
	SPECIFIC ACTION STEPRow3: SET LABOR GOALS AND PROVIDE INSENTIVE FOR REACHING GOALS
	NECESSARY RESOURCESRow3: IT MAY COST THE DEALERSHIP A SMALL MONITARY AMOUNT, BUT REACHING GOALS WILL MORE THAN COVER  THE COST
	ACCOUNTABLE PERSONSRow3: SERVICE MANAGER, SERVICE ADVISORS, AND TECHNICIANS
	EXPECTED RESULTRow3: INCREASED TECHNICIAN PROFICIENCY, AND INCREASED PROFITABILIUTY
	START END  CHECK POINT DATESRow3: MONTHLY 
	SPECIFIC ACTION STEPRow4: 
	NECESSARY RESOURCESRow4: 
	ACCOUNTABLE PERSONSRow4: 
	EXPECTED RESULTRow4: 
	START END  CHECK POINT DATESRow4: 
	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: Progress will be tracked through DMS, daily report that is givin to the technicians will reflect the source increase in labor. The service advisors can review and report on the follow up of MPVI and of increse in maintenance work being performed right now,  when I review MPVI being performed most are not filled out or all cheked green, so I will continue to review them. Data for maintenance increase will be pulled from DMS and repair orders should see a direct relationship with increase in maintentance RO's the 1 line RO's decrease. 

This will be a weekly monitored process.
	A_2: THERE MAY BE SOME PUSH BACK FROM TECHNICIANS IN PERFORMING THE MPVI CORRECTLY
	A_3: CHALLENGE AND REWARD THE TECHNICIANS TO INCREASE THEIR PAY CHECK THROUGH THIS PROCESS, GIVE A MONITARY REWARD FOR MEETING GOALS
	R:   The financial impact is pretty significant and i think the best place to start for our store, start with a realistic simple goal and set a new goal once the base goal is met.  Increasing the number of flate rate hours per RO in the maintenace area on 326 repair orders would generate an aditional $9291.  It seems like a small amount to start with but it is definatly a step in the right direction when you consider its $111,492 for the first year.
	S:    I read that it takes 21 days to form a habit.   After the three weeks,, the persuit of a professional goal should have become a habit.  Once you established the habit, you continue for another 90 days.  As long as i can get the staff to comit  to the process, which as long as the technicians are making money and getting recognition wont be a problem.   After we have reached this goal we will step up the effort to reach another 10% increase in maintenance repair order lines, as an incentive having the technicians and service advisors reach goals will result in additional bonuses.    


