
1©2020 National Automobile Dealers Association. All Rights Reserved.

S M T

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

A A

S M T

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: The overall goal is to increase the amount of hours sold in service by increasing daily RO count from an average of 21 to 30.  This should be able to be accomplished by the end of April.  
	2020 National Automobile Dealers Association All Rights Reserved: This allows customers to be taken care of in a timely, and satisfactory manner.  It will limit the amount of time customers are having to wait to get their vehicles into the service department.  There are multiple benefits by acheiving this goal.  Higher service department gross.  Happier customers.  Happier techs due to paychecks getting bigger. The main consequence of not acheiving this is allowing our employees to be complacent.  That will stunt our growth for the future.  This goal is important to me because it will help boost the overall moral in the dealership.  
	SPECIFIC ACTION STEPRow1: Job specific  schedule to fill daily
	NECESSARY RESOURCESRow1: Google Sheets shared among service
	ACCOUNTABLE PERSONSRow1: Service Manager and Shop Foreman
	EXPECTED RESULTRow1: Better make use of time to schedule the correct amount of work for that particular job.  MORE RO'S
	START END  CHECK POINT DATESRow1: Start - 2/1/2021

End - 4/30/2021

Daily check points
	SPECIFIC ACTION STEPRow2: Hire shuttle driver for the afternoon.  
	NECESSARY RESOURCESRow2: 1 more driver to shuttle or pick up customers vehicles
	ACCOUNTABLE PERSONSRow2: Service Manager
	EXPECTED RESULTRow2: More RO's in the afternoons
	START END  CHECK POINT DATESRow2: SAME
	SPECIFIC ACTION STEPRow3: Phone training 
	NECESSARY RESOURCESRow3: Service calls recording service
	ACCOUNTABLE PERSONSRow3: Service Manager/Service Advisors
	EXPECTED RESULTRow3: Better train at setting appointments on phone calls. 
	START END  CHECK POINT DATESRow3: SAME
	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: Tracking progress is very easy.  Simply formulate a line graph on daily closed RO's and watch the line steadily go up.  This information can come straight from CDK.  This needs to be checked daily in order to point out potential issues.  
	A_2: Employees not believing it is possible.  



Loaner fleet issues due to COVID. 
	A_3: Getting hands on and showing how my vision can become a reality.  



Start using pre-owned vehicles in loaner fleet.  Go by program cars and add them to the fleet.  
	R: Increasing the average RO's from 21-30 means an additional 9 RO'S/day.  At an overall ELR of 119 and an average 2.7 hours per RO that is an increase in service department gross by $60,725 per month.  
	S: Adjust pay levels to be sure our people are making more money that are on a production based pay plan. Make sure the gross levels to hit their maximum level of pay goes up.  Therefore if they get back into the previous habits with poor results, they ultimately will make less than what they do now with their current poor results.  


