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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific m Measurahle o Relevant o 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

| will increase my over all sales to $125,000 up from an average of $55,000 by July 20th 2021.

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

When | was hired on 07/20/2020 the service department was in shambles. The discussions | had with our dealer
principal were making the best and most profitable service department in our area. The goal then was $120,000
in 2 years overall sales. The market is there in our area and we just have capture it. The benefits would be a
very profitable busy service department that supports all departments in our store. The consequences would be
termination. This goal is 100 percent achievable and would prove to me personally that | have what it takes to
build,manage, and maintain an area leading service department.
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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

SPECIFIC ACTION/
STEP

NECESSARY
RESOURCE(S)

ACCOUNTABLE
PERSON(S)

EXPECTED RESULT

START, END, &
CHECK POINT
DATES

Working with advisor
to improve
dispatching to
appropriate
technicians.

Myself teaching
advisors proper
dispatching.

Myself and both
advisors.

Increased work flow
though department.
Increased gross.
CSl up and lowered
wait times.

Start 1/01/2021
Monthly checks on
the first working day
End 07/01/2020

Increase technician
productivity

Myself. Written SOP
for each position.
Parts counter

Myself, advisor's,
and technicians
parts department

Less time wasted
waiting on parts,
more time in bay

01/01/2021 end
never.
Daily checks to

our customers and
community.

meeting

training. making money, less | ensure no slacking.
tech down time.

Increase technician | Myself. E-mpi. Myself,advisor,and | More hours turned | 01/01/2021

proficiency. Factory training. technician per RO. More hours | Daily checks

turned per tech per |working with techs
day. Increased and training
gross.

Ensure use of E mpi | My self , our empi Myself and Advisor. [Increased up sells Currently use dealer
dealer logix. Training and customer loyalty | logix. Daily working
our people as we build trust with Department to

increase speed and
efficiency.

Personally build Myself,Social media, | Myself Increased customer |01/20/2021

relationships with and In person loyalty and trust End never.
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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?

0000

Daily working with our people directly. Our DMS | run reports daily that track ELR, Hours per RO, efficiency and
Proficiency. Daily track all progress to control all areas of our department.

Potential Obstacles? Potential Solutions?
Technician resistance to change. Proving to them upsells will increase their pay.
Customer's not understanding why we upsell Showing them we are there to provide stellar
with empi's. service and taking care of their cars so they last
Building customer base. them and prevent surprise repairs.

Active in community. Reach out to our past and
present customers personally. Build lasting
relationships with local and non local fleets.

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

0000

$70,000 in sales 30k in gross.

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.

Working daily with all of them . We are a small store and | will manage every aspect. We will set a goal to
Increase sales and gross by 5k every year. Holding people accountable to help achieve this. Training yearly to
help refresh and learn new techniques.
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