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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

o 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

My goal is to increase technician proficiency. | want to achieve at least 100% technician proficiency, but 125%
plus would be an ultimate goal. This goal would bring our current 75% tech proficiency to above 100% - 125%
technician proficiency by April 15th 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

This goal will align with the dealers vision because it will increase over all dollars for the dealer and the team
members, all the time doing and better job for the customer with a quicker turn around time. Potential
consequences could be the techs that are not on board could cause low moral for the entire team.

and i picked this goal because i am a service technician.
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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

manager

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHEg:TEgINT
Repair order reviews |Repair orders Service Manager to identify missed start now, daily
and/or Serivce Lane |oppurtunity checkups

Daily meetings with
the ASM's
(walk-arounds / role
playing / vehicle
specific info )

participating team
members

Service Manager
and/or Serivce Lane
manager

to help build a more
professional service
advisor

everday to evolve
into Tuesdays A.M.

Daily meetings with
the service techs to
review missed
oppurtunity for
pervious day RO

review

participating team
members

Service Manager
and/or Shop
Foreman

point out missed
sales with the
service techs and
for the good tickets
give kutos

Daily and weekly

Technician training,
to include training
on ASR & MPI sheet
fill-out

participating team
members

Service Manager
and/or Shop
Foreman

A good
understanding to the
improtance to both
sheets

already started, daily

ASM sales training,
service lane
processes

participating team
members

Service Manager
and/or Serivce Lane
manager

important piece to
insure our ASM's
have the skills and
tools to sell to
customers

everyday to evolve
into Tuesdays A.M.

Accountability for
the service techs -
schedules, time
management etc

participating team
members

Service Manager
and/or Shop
Foreman

semi-difficult task to
break the country
club additudes but
once completed
rewards will be great

Partially started,
continuing on daily
basis

Appointment

understanding

Service Manager

on going process

Weekly, and its

and Serivce Lane
manager and Shop
Foreman

schedule customers and/or Serivce Lane already started
management manager
REPEAT Service Manager followup
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NADA oo

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

ll

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

0000

Progress could be tracked via an excel sheet. Technician hours summary. This process will need to be
monitored daily until process becomes habbit, then weekly

Potential Obstacles? Potential Solutions?

Service manager Training

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

0000

FROM $388,407 TO OVER $500k

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.

Daily training / monitoring will be essential, along with meetings to ensure processes remain.
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and i picked this goal because i am a service technician.
	SPECIFIC ACTION STEPRow1: Repair order reviews
	NECESSARY RESOURCESRow1: Repair orders
	ACCOUNTABLE PERSONSRow1: Service Manager and/or Serivce Lane manager 
	EXPECTED RESULTRow1: to identify missed oppurtunity
	START END  CHECK POINT DATESRow1: start now, daily checkups
	SPECIFIC ACTION STEPRow2: Daily meetings with the ASM's ( walk-arounds / role playing / vehicle specific info )
	NECESSARY RESOURCESRow2: participating team members
	ACCOUNTABLE PERSONSRow2: Service Manager and/or Serivce Lane manager 






	EXPECTED RESULTRow2: to help build a more professional service advisor
	START END  CHECK POINT DATESRow2: everday to evolve into Tuesdays A.M. 
	SPECIFIC ACTION STEPRow3: Daily meetings with the service techs to review missed

oppurtunity for pervious day RO review
	NECESSARY RESOURCESRow3: participating team members
	ACCOUNTABLE PERSONSRow3: Service Manager and/or Shop Foreman
	EXPECTED RESULTRow3: point out missed sales with the service techs and for the good tickets give kutos
	START END  CHECK POINT DATESRow3: Daily and weekly
	SPECIFIC ACTION STEPRow4: Technician training, to include training on ASR & MPI sheet fill-out 
	NECESSARY RESOURCESRow4: participating team members
	ACCOUNTABLE PERSONSRow4: Service Manager and/or Shop Foreman
	EXPECTED RESULTRow4: A good understanding to the improtance to both sheets
	START END  CHECK POINT DATESRow4: already started, daily
	SPECIFIC ACTION STEPRow5: ASM sales training, service lane processes
	NECESSARY RESOURCESRow5: participating team members
	ACCOUNTABLE PERSONSRow5: Service Manager and/or Serivce Lane manager 
	EXPECTED RESULTRow5: important piece to insure our ASM's have the skills and tools to sell to customers
	START END  CHECK POINT DATESRow5: everyday to evolve into Tuesdays A.M.
	SPECIFIC ACTION STEPRow6: Accountability for the service techs - schedules, time management etc
	NECESSARY RESOURCESRow6: participating team members
	ACCOUNTABLE PERSONSRow6: Service Manager and/or Shop Foreman
	EXPECTED RESULTRow6: semi-difficult task to break the country club additudes but once completed rewards will be great
	START END  CHECK POINT DATESRow6: Partially started, continuing on daily basis
	SPECIFIC ACTION STEPRow7: Appointment schedule management
	NECESSARY RESOURCESRow7: understanding customers
	ACCOUNTABLE PERSONSRow7: Service Manager and/or Serivce Lane manager 
	EXPECTED RESULTRow7: on going process
	START END  CHECK POINT DATESRow7: Weekly, and its already started
	SPECIFIC ACTION STEPRow8: REPEAT
	NECESSARY RESOURCESRow8: 
	ACCOUNTABLE PERSONSRow8: Service Manager and Serivce Lane manager and Shop Foreman 
	EXPECTED RESULTRow8: followup
	START END  CHECK POINT DATESRow8: 
	A: Progress could be tracked via an excel sheet. Technician hours summary. This process will need to be monitored daily until process becomes habbit, then weekly
	A_2: Service manager
	A_3: Training 
	R: FROM $388,407 TO OVER $500k
	S: Daily training / monitoring will be essential, along with meetings to ensure processes remain.


