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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

ACTION PLAN THAT | WILL SET IN PLACE IS | WILL INCREASE OUR ELR . GOAL IS FROM $148.66 TO
RAISE IT BY A MINIMUM OF $10.00. MY GOAL IS SET BY END OF MARCH.

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

AS A DEALER WITH A "CHAMPION" MIND SET WE NEED TO INCREASE OF DEALER GROSS PROFIT. BY
US ACHIEVING OUR GOAL WILL INCREASE OUR GROSS PROFIT WHICH WILL OFFSET OUR
EXPENSES SINCE SOME HERE IN CALIFORNIA WE CAN'T GET AWAY FROM. THERE IS ALOT WE CAN
DO TO HELP REDUCE EXPENSES WHICH WILL ALSO ALLOW OUR GROSS TO INCREASE, BUT |
BELIEVE BY INCREASING OUR ELR WILL HAVE A HUGE IMPACT. IF THIS IS NOT ACHIEVED WE WILL
NEVER TAKE OUR DEALER TO THE NEXT LEVEL. THIS IS A MUST FOR ME, VERY IMPORTANT, NOT
JUST FOR THE DEALER TO GROW, NOT JUST FOR THE OWNER TO BE SATISFIED, BUT SO | CAN
BUILD A SOLID TEAM AROUND ME AND GROW AS A FAMILY.
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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

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE ; s
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT| CHECK POINT
DATES
DISCOUNTS, THEY WILL NEED [ADVISORS, LESS DISCOUNTS |TODAY, ROS WILL
ADVISORS NEED [MANAGER MANAGER TO HELP BE INSPECTED
MANAGER SIGNATURE, INCREASE ELR DAILY
APPROVAL STAMPS WITH
%OF DISCOUNT
EXTWARR WILL PHONE CALL AND |MANAGER RAISE LABOR IMMEDIATLEY
GET AN INCREASE |[SEND PROPER RATE
ON LABOR RATE  |PAPER WORK
DISPACTHING OF |WE WILL USE PAY [DISPATCHER,TECH|LOWER PAYING  |WILL START

WORK TO OF TECH TO BE MANAGER TECHS DO WORK | TODAY AND KEEP
PROPER TECH ABLE TO WITH LOW ELR A DAILY LOG OF
DISPATCH WORK JOBS TO WORK
INCREASE GROSS (DISPACTHED
INCREASE LABOR |MOC PERSONAL MANAGER INCREASE ELR BY MATCH 1ST
OF MOC SERVICE |WILL BE
CONTACTED
ALL TECHS, LUBE [MORE PC INTECH |TECHS, WE NEED TO IMMEDIATLY. WILL
TEAM NEED TO STALLS ADVISORS, UPSELLMORE PER |[INSPECT RO DAILY
USE MPI MANAGER VEHICLE NO
MORE ONLINE
RO'S
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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

| WILL RUN A RAP REPORT DAILY, | WILL REVIEW REPAIR ORDERS DAILY. | WILL ALSO RUN A TECH

REPORT DAILY AND MONITOR THE HOURS FLAGGED DAILY. | WILL HAVE WEEKLY MEETINGS WITH
ADVISOR TO REVIEW STRENGTH AND WEAKNESS

Potential Obstacles? Potential Solutions?
ADVISORS ABILITY, OUR CUSTOMERS WE NEED TO PROPERLY TRAIN ADVISORS,
CULTURE . HOLD THEM ACCOUNTABLE. OUR
TECHS FOLLOWING PROCESS. CUSTOMER NEED TO BE SOLD VALUE NOT

DISCOUNTS.

TECHS WILL ALSO BE HOLD TO A
STANDARD AND HELD ACCOUNTABLE.

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

0000

RIGHT NOW WE SIT WITH OUR HOURS SOLD OF 2000 WITH ELR OF 148.66=$297,320

IF WE KEEP SAME HOURS 2000 WITH INCREASE OF ELR $159=318,000 THATS AN AUTOMATIC
$20,680 INCREASE.

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.

THESE NEW PROCEDURES AND POLICES WILL BE INFORCED AND INSPECTED DAILY. ADVISOR WILL
BE SPOKEN TO, AND WRITTEN UP IF UNABEL TO KEEP A GOAL SET FOR EACH. TECHS WILL ALSO

HAVE SET GOALS AND HELD ACCOUNTABLE. ALSO WRITTEN UP. IF CHANGES NEED TO BE MADE,
CHANGES WILL BE MADE.
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