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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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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: Improve fixed absorption from 47% to 60% by June 2022.
	2020 National Automobile Dealers Association All Rights Reserved: It supports our vision because we want to be as profitable as possible.



 Benefits of achieving this goal are improving are improving gross profit in the service department this improving gross profit for the whole dealeship. 



Consequences of not achieving this goal are gross profit not being as high as it could be. Another consequence is that service and/or parts are maybe not reaching their full potential.



This goal is important because I want the dealer to be as profitable as possible. If we reach all our goals we can maximize our potential.


	SPECIFIC ACTION STEPRow1: Look to see where we can decrease expenses 
	NECESSARY RESOURCESRow1: FInancial statements, contracts with vendors, look at pay plans
	ACCOUNTABLE PERSONSRow1: All managers
	EXPECTED RESULTRow1: Decrease or remove what we can
	START END  CHECK POINT DATESRow1: 3/21 - whenever vendor contracts end


	SPECIFIC ACTION STEPRow2: Put up display of worn out and new parts for customers to see
	NECESSARY RESOURCESRow2: Old and New parts
	ACCOUNTABLE PERSONSRow2: Sales and Parts managers
	EXPECTED RESULTRow2: Increase in parts sold
	START END  CHECK POINT DATESRow2: 3/21 - 3/21


	SPECIFIC ACTION STEPRow3: Weekly meetings to set goals with technicians 
	NECESSARY RESOURCESRow3: Average technician hours
	ACCOUNTABLE PERSONSRow3: Service manager and technicians 
	EXPECTED RESULTRow3: Higher technician proficiency
	START END  CHECK POINT DATESRow3: 3/21 - Forever. Weekly checks
	SPECIFIC ACTION STEPRow4: Take service advisors authority to discount away
	NECESSARY RESOURCESRow4: A computer
	ACCOUNTABLE PERSONSRow4: Service manager
	EXPECTED RESULTRow4: Less discounts = more profit
	START END  CHECK POINT DATESRow4: 3/21 - 3/21
	SPECIFIC ACTION STEPRow5: Quick service videos
	NECESSARY RESOURCESRow5: Find a company to use
	ACCOUNTABLE PERSONSRow5: Service manager
	EXPECTED RESULTRow5: More upsells 
	START END  CHECK POINT DATESRow5: 3/21 - Forever. Monthly checks
	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: Check fixed absorption monthly on the financial statement and imput numbers in the service excel template.
	A_2: Push back from technicians about setting goals or using mpi videos



Service manager may not want to use a video company



Advisors believing they need discounts to sell
	A_3: Let technicians leave if they cant adapt

Use hourly tech to record videos



Explain customers retain 75% of info from videos



More advisor training




	R: Increasing service department profit from 227,000 to 300,000 and decreasing expenses from 833,000 to 810,000. Thats a total difference of $96,000.
	S: Accountability! Hold meetings. Communicate between all departments. Continue traininng all employees! Keep looking for places we can improve. Goal meetings.


