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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.  
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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.
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SERVICE OPERATIONS HOMEWORK – ACTION PLAN


	How does this goal align with or support your dealers vision: I WOULD LIKE TO REACH AT 74% GROSS PROFIT (CURRENTLY 65.89%) WITHIN THE NEXT 90 DAYS (3 WORKING MONTHS) MARCH 2021.
	2020 National Automobile Dealers Association All Rights Reserved: THE GOAL WILL ALIGN WITH THE DEALERS VISION- THE MORE COMING IN (%) THE EASIER LIFE IS FOR ALL THOSE INVOLVED
BENEFITS FOR THIS GOAL ARE ENCOMPASS EVERY MEMBER OF MY TEAM IN REGARDS TO THIER PAY- MORE HOURS TURNED- THE CHECKS ARE HIGHER- COMISSIONONS FOR ADVISORS AND MYSELF. MORE OPERATIONAL INCOME FOR THE DEALERSHIP IN TOTAL. AND CUSTOMER SERVICE
CONSEQUENCES: IF NOT REACHED- IN MY CURRENT POSTION AT BURNWORTH ZOLLARS- THE ONLY CONSQUENCES ARE SELF IMPOSED BY ME.-  3 STORES (GM, FORD, MOPAR)- ALREADY THE HIGHEST TURNER IN ALL 3 SERVICE DEPTS IN TOTAL SALES AND GP. STATUS QUO IS NO LONGER MY OBJECTIVE. I HAVE NOT GAVE MYSELF A CHALLENGE LIKE THIS IN SOMETIME. KNOWING I CAN TO DO IT. WHEN I STARTED WORKING HERE 2004 WE TURNED 120 HOURS A WEEK WITH 4 TECHS- ADDED A TECH IN 2013 NOW WE ARE AT 245 HOURS A WEEK.  KNOWING THAT IVE ALREADY DONE THAT- I CAN DO IT AGAIN- THATS WHY IT IS IMPORTANT TO ME- (LITTEL BIT OF PRIDE I GUESS)
	SPECIFIC ACTION STEPRow1: REDUCING 1 LINE RO'S TO BARE MIN.
	NECESSARY RESOURCESRow1: REPORTS THRU DMS
	ACCOUNTABLE PERSONSRow1: ADVISORS AND TECHS
	EXPECTED RESULTRow1: 1 LINE REPAIR ORDERS SEE BE LIMITED TO WARRANTY LOF, TIRE REPAIRS
	START END  CHECK POINT DATESRow1: DAILEY CHECK'S THRU DMS
	SPECIFIC ACTION STEPRow2: INCREASE MAINTEANCE REPAIRS
	NECESSARY RESOURCESRow2: MAINTENACE SCHEDULE IN OWNERS MANULA AND DMS GUIDES INSTALLED
	ACCOUNTABLE PERSONSRow2: ADVISORS AND TECHS: SELL THE JOB
	EXPECTED RESULTRow2: INCRESE THE AMOUNT OF MAINT. REPAIRS
	START END  CHECK POINT DATESRow2: DAILEY CHECKS THRU DMS REPORTING
	SPECIFIC ACTION STEPRow3: RIGHT TECH FOR THE RIGHT REPAIR
	NECESSARY RESOURCESRow3: SCHED. AND KNOWLEDGE AND TRAINING. PLAN THE DAY CORRECTLY
	ACCOUNTABLE PERSONSRow3: ADVISORS
	EXPECTED RESULTRow3: TO REMOVE THE HIGH COST TECH'S DOING THE COMPETIVE
	START END  CHECK POINT DATESRow3: DAILEY THRU GMS REPORTS
	SPECIFIC ACTION STEPRow4: REDUCING DISCOUNTS
	NECESSARY RESOURCESRow4: LABOR TIME GUIDES/ PRODUCT KNOWLEDGE
	ACCOUNTABLE PERSONSRow4: ADVISORS
	EXPECTED RESULTRow4: INCREASE IN TOTAL LABOR DOLLARS, AND PARTS $
	START END  CHECK POINT DATESRow4: DAY TO DAY- RO BY RO
	SPECIFIC ACTION STEPRow5: INCREASE SERVICE HOURS
	NECESSARY RESOURCESRow5: TECH'S AND SUPPORT STAFF
	ACCOUNTABLE PERSONSRow5: SERVICE MANAGER, ADVISORS, TECHS
	EXPECTED RESULTRow5: INCREASING AMOUNT OF TIME HERE- AVAILABLE TO CUSTOMER
	START END  CHECK POINT DATESRow5: JAN 4 START DATE. 
	SPECIFIC ACTION STEPRow6: COMMUNCATION
	NECESSARY RESOURCESRow6: SCHEDULE AND WORKLOAD UNDERSTANDING.
MEETING SHORT TOO THE POINT
	ACCOUNTABLE PERSONSRow6: SERVICE MANAGER- TO ADVISORS AND TECH
	EXPECTED RESULTRow6: GREATER UNDERSTADING OF WHAT IS GOING ON- CUT PROBLEMS OUT BEFORE THEY HAPPEN
	START END  CHECK POINT DATESRow6: MORNING MEETING, MIDAY MEETINGS, AND END OF DAY WRAP UP
	SPECIFIC ACTION STEPRow7: ADVISOR TRAINING
	NECESSARY RESOURCESRow7: TRAINING AND UNDERSTANDING THE CONCERNS OF THE CUSTOMER AND CUSTOMER OBJECTIONS
	ACCOUNTABLE PERSONSRow7: ADVISORS
	EXPECTED RESULTRow7: BETTER CUSTOMER SERVICE, CSI SCORES
	START END  CHECK POINT DATESRow7: BI- WEEKLY MEETINGS
	SPECIFIC ACTION STEPRow8: CUTTING EXPENSES
	NECESSARY RESOURCESRow8: STATEMENT AND DAY TO DAY OPERATIONS
	ACCOUNTABLE PERSONSRow8: SERVICE MANG
	EXPECTED RESULTRow8: REDUCING EXPENSES- WILL DRIVE GP UP
	START END  CHECK POINT DATESRow8: DAY TO DAY- 
END OF WEEK AND MONTH EXPENSE REPORT
	A: DMS REPORTING OF DAY TO DAY SALES TRACKING- EFFECTIVE LABOR RATE REPORTS, HOURS GENTERATED OFF OF MULITPOINT INSPECTIONS ARE A DAY TO DAY OPERATION-
USING THE DOWNLOAD TABS FROM THIS COURSE FOR END OF MONTH REPORTING TO SEE PROGRESS ON THE LARGE MONTH SCALE.
	A_2: INCREASE OF SHOP HOURS- TECHS

LABOR RATE INCREASE- SMALL MARKET

OLDER BUIDLING - REPAIRS, ETC.- EXPENSES
TIME
UPPER MANAGMENT


STAFFING- ADVISORS, LUBE RACK. SPACING IN THE BUIDLING
	A_3: A/B SHIFT HOURS- INCREASING EVERYONE HERE- BUT NOT ALL THE TIME
TRAINING ON HOW TO SELL THE JOB W/O THE RATE BEING AN ISSUE.
HONESTLY - I HAVE NO SOLUTION AT THIS TIME

SEEING THE DATA IN THIS STUDY MOTH ALONE SHOULD MOTIVATE.

BETTER USE OF THE SPACE WE DO HAVE NOW.
	R: AN INSCREASE OF LABOR SALES BY $25,000 A MONTH.
	S: TRAINING, GOAL SETTING WITH COMPENSTATION PROGRAMS FOR HITTING CERTIAN GOALS. PAY PLAN ADJUSTMENTS THAT ARE IN LINE WITH THE NEW STANARD


