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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific @ Measurahle o Relevant ° Time bound

!

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.”

o000

To increase customer pay tires sales and customer experience. Currently | am averaging 57,500 in sales per
month and would like to increase that to 87,000. For CSl i am currently at 4.6 and would like to increase that to
4.8. Both of these goals | would like to meet them by June of 2021. | would hire a service drive manager would
have a team of porters to greet customers and do a walk around with the customers before they meet an ASM.

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?

R

Our dealer as well as our manufacturer wants us to increase tires sales and see's a lot of potential at this store.
When we achieve this goal it will increase our profit margin, service retention and our overall customer
satisfaction. Our current CSl is in the bottom 15 percent of the region and we need to improve that or we will be
in jeopardy of losing customers and not retaining new customers. Service is a huge part of our operation and
leads to the success of the overall dealership.
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FIXED OPERATIONS 2 — SERVICE

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.

0000

with Service drive

drive manager

ASM, Porters

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT| CHECK POINT
DATES
Sit down with the Service director Jake Come up with a Jan. 4th
service manager process
and develop a
process to achieve
these goals
Go over the process |GM Asst. GM Rob, Jake and Mike | Get approval for the |Jan 11
with GM and Asst. process.
GM
Sit down with ASM, | ASM, Service Jim, Jake, Sam go over the process |Jan 18
Service manager, manager, Service to hold them account
Techs. and go over |Director, Techs able
the process.
Start the process Porters, Service Jake, Sam, John, Implentation Jan 25
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NADA c.n

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

!

How will you track your progress? Where will you find the information? How often will you check in?

Will review weekly with department leaders and and track how we are trending. Make sure they give the
information to the necessary people involved and keep them updated weekly. | will use the financial statement
and Toyota's CSI.

Potential Obstacles? Potential Solutions?
- Not enough buy in from the people involved. - Spiff/reward people who excel
- Parts not having tires in inventory - Get with parts and make sure they have
- Takes a couple months to see results inventory.

- Keep encouraging the team and keep them
involved and ask for suggestions if things are
working properly.

BOTTOM LINE! What is the financial impact (expressed in dollars) of achieving your goal?

0000

Tire sales can lead to an extra $30,000 dollars and increased CSI can lead to an extra $20 per ticket.

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.

Make sure they believe and want to achieve the goal. Keep encouraging the team and keep them involved and
ask for suggestions if things are working properly. Lastly, reward them if they achieve the goal and discipline
them if they don't.
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	2020 National Automobile Dealers Association All Rights Reserved: Our dealer as well as our manufacturer wants us to increase tires sales and see's a lot of potential at this store. When we achieve this goal it will increase our profit margin, service retention and our overall customer satisfaction. Our current CSI is in the bottom 15 percent of the region and we need to improve that or we will be in jeopardy of losing customers and not retaining new customers. Service is a huge part of our operation and leads to the success of the overall dealership. 
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