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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
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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: Goal is to utilize MPI's to increase revenue, and customer care.  I want to perform MPI's on 100% customer and warranty RO's.  We currently do MPI's on 27% of customer and warranty RO's.  We will achieve 50% effective by end of March, 75% by end of April, and reach our goal of 100% by end of May.
	2020 National Automobile Dealers Association All Rights Reserved: When we do what's right, the guest and dealership win.  It's right to do MPI's for both the guest and the dealership.  The customer will be more informed about their vehicle and prepared to take better care of their investment.  Customers that do not receive proper communication through MPI's will doubt our ability to care for thier vehicle.  They will migrate to the competition for needs that our dealership can take care of.  This goal is important to me because it's the right thing to do.  Customers come to us for service, because we are the professionals, that know the characteritics of their vehicle best.  Customers typically entrust in us that we would communicate vehicle maintenance needs to them; why would we not.
	SPECIFIC ACTION STEPRow1: What is today's manufacturer MPI
	NECESSARY RESOURCESRow1: Obtain a copy
	ACCOUNTABLE PERSONSRow1: Josh Logan -Fixed Ops Director
	EXPECTED RESULTRow1: Inspection of Ford's MPI
	START END  CHECK POINT DATESRow1: Contact Ford Monday, follow up on Tuesday, obtain by Wednesday
	SPECIFIC ACTION STEPRow2: DMS Capabilities
	NECESSARY RESOURCESRow2: Can MPI's be done with Reynolds and Reynolds
	ACCOUNTABLE PERSONSRow2: Chris Buis -Reynolds and Reynolds
	EXPECTED RESULTRow2: Chris will confirm if we have the option in Reynolds and Reynolds
	START END  CHECK POINT DATESRow2: Contacted Chris yesterday, he will be checking back in with us on Monday, with an answer Monday
	SPECIFIC ACTION STEPRow3: DMS Training
	NECESSARY RESOURCESRow3: How does it work in Reynolds and Reynolds
	ACCOUNTABLE PERSONSRow3: Aaron Rupprecht -Reynolds and Reynolds 

Josh Logan -Fixed Ops Director
	EXPECTED RESULTRow3: Josh will receive the training from Aaron to take to the service department
	START END  CHECK POINT DATESRow3: Contacted Aaron yesterday, training is Wednesday at 1:30, Josh will create an action plan to deploy
	SPECIFIC ACTION STEPRow4: What gets measured gets improved
	NECESSARY RESOURCESRow4: DMS Reporting and or RO inspections
	ACCOUNTABLE PERSONSRow4: Josh Logan -Fixed Ops Director

Chris Gillespie -Service Manager
	EXPECTED RESULTRow4: Reporting and physical spot checks will ensure tracking of success rate
	START END  CHECK POINT DATESRow4: Will start post training, daily monitoring will contine until results are achieved
	SPECIFIC ACTION STEPRow5: Inspect what we expect
	NECESSARY RESOURCESRow5: CSI and increased revenue data
	ACCOUNTABLE PERSONSRow5: Josh Logan -Fixed Ops Director

Chris Gillespie -Service Manager
	EXPECTED RESULTRow5: Presentation to ownership
	START END  CHECK POINT DATESRow5: Monthly presentation on MPI effectiveness, ongoing regular process
	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: Our progress will be tracked by Josh Logan and Chris Gillespie.  The impact of MPI effectiveness will show in MPI utilization reporting from our DMS, CSI scores will be brought into the equations, and revenue will finish the story.  The information will be available to me daily, and presented to me monthly by Josh Logan.  
	A_2: Technician follow thru with MPI.
	A_3: Pay them for MPI, have a contest for rate of effectiveness.
	R: The financial impact after achieving 100% MPI will yield $28,547.50 in service department gross sales on customer pay and warranty RO's.  YTD thru November we've averaged 601 repair orders per month.  We will add an incremental .50 labor hour per ro.  We have a $95 effective labor rate. (601 x .50 x $95 = $28,547.50
	S: We'll show them the results of income and CSI.  They will make more money, have happier customers.  The only obstacle we have in continuing our achieved goal is the excuse of time.  It will take time for MPI's to be done by the techs, and presented by the counter.  We'll be creating this extra time by other action plans for our BDC handling call volume, and closing our back parts counter and having parts delivered to tech in bay.


