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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: I will decrease the percentage of one item RO's from 64% (based on 25 samples in class) down to 30% by June 1 2021. Still above the 10-15% NADA guide but a huge improvement from where we are. 
	2020 National Automobile Dealers Association All Rights Reserved: By reducing the percentage of one item RO's aligns with my dealerships vision of 100% fixed absorption. We will see an immediate boost in average labor hours per RO ultimately increasing the monthly gross profit without even having to go out and capture more customers. If we do not reach the goal we will continue to operate at the low efficiency status quo and not capture all of the service hours currently available to us. This goal is important to me because it will not only help the dealership as a whole, but the processes implemented to improve the one item RO percentage will ultimately inform the customer more about the services they may need without having to come back after experiencing more issues with their vehicle. 
	SPECIFIC ACTION STEPRow1: Start having techs make videos for customers for upsells
	NECESSARY RESOURCESRow1: Reynolds and Reynolds service snap to integrate with DMS and facilitate process
	ACCOUNTABLE PERSONSRow1: Service Manager
	EXPECTED RESULTRow1: Decrease in one item RO's on average for all RO's with videos and/or pictures sent to customer
	START END  CHECK POINT DATESRow1: Start: 3/1/2021
End: No End if sucessful
Check Points: Monthly 
	SPECIFIC ACTION STEPRow2: Train express techs to upsell with main shop apprentice program
	NECESSARY RESOURCESRow2: Willing and qualified technicians
	ACCOUNTABLE PERSONSRow2: Shop Foreman
	EXPECTED RESULTRow2: Increase in jobs recommended from express 
	START END  CHECK POINT DATESRow2: Start: 2/25/2021
End: Continual if sucessful
Check Points: 
Every other month
	SPECIFIC ACTION STEPRow3: Competition for service advisors on least one item RO percentage for the month
	NECESSARY RESOURCESRow3: Leader board made on simple google spreadsheet
	ACCOUNTABLE PERSONSRow3: Service Manager
	EXPECTED RESULTRow3: Reduction in individual advisors one item RO percentage
	START END  CHECK POINT DATESRow3: Start: 3/1/2021
End: Continual if sucessful
Check Points: Every other week
	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: I will track the progress using the DMS to track monthly percentage of customer pay one item repair orders. 
	A_2: -Techs refuse to make videos or pictures saying it is not part of their job
-Main shop technicians unwilling to be mentors to the express technicians
	A_3: -Find at least one technician who wants to make videos and sees the value in it and have him do most of these videos. 
-Look for at least one technician willing to mentor and have him head the program. 
	R: Reducing the one item RO's will increase our average flat rate hours per RO to about 1.8 from the current 1.36. 
(1.8-1.36) x 141 ELR x 2858 ROs = $177,310. Increase service sales by $177,310 per month!
	S: Continue to monitor the one item RO percentage and applying gentle pressure on techs and service advisors to keep up the good work and show them their increased income based on the effort they have made in fixing this issue. 


