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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: Goal is to increase the customer pay hours per RO from 1.2 to 1.5 by June 2021.
	2020 National Automobile Dealers Association All Rights Reserved: This goal aligns with the dealer's vision of 1.35 CP hours per RO.

The benefits of achieving this goal would be an decrease in 1 line ROs, an increase in labor sales and gross, technician proficiency, and parts sales.

The consequences of not achieving the goal are loss in revenue, bad CSI, decreased technician and customer retention

This goal is important to me because I want to have a successful for the future to provide a better life for my employees and their families.
	SPECIFIC ACTION STEPRow1: Check-ins with advisors

	NECESSARY RESOURCESRow1: review advisor score card
	ACCOUNTABLE PERSONSRow1: Service Manager
	EXPECTED RESULTRow1: increase in add-on services
	START END  CHECK POINT DATESRow1: START-3/23
END-n/a, on-going
Check point-weekly
	SPECIFIC ACTION STEPRow2: Sales training with Advisors
	NECESSARY RESOURCESRow2: outside training tools, videos, role play
	ACCOUNTABLE PERSONSRow2: Service Manager
	EXPECTED RESULTRow2: INCREASE IN COMPLETE MPIS
	START END  CHECK POINT DATESRow2: START-4/1
END-5/31
Checkpoint-bi-weekly

	SPECIFIC ACTION STEPRow3: Check vehicle history/previous recommendations and review with customer upon check-in
	NECESSARY RESOURCESRow3: CDK service
	ACCOUNTABLE PERSONSRow3: Individual advisors, technicians
	EXPECTED RESULTRow3: Increased lines per RO
	START END  CHECK POINT DATESRow3: Start-3/17
End-n/a, on-going expected on every car
Checkpoint-weekly review

	SPECIFIC ACTION STEPRow4: 100% Video MPIs
	NECESSARY RESOURCESRow4: MyKaarma, ipods for technicians
	ACCOUNTABLE PERSONSRow4: Technicians/Assistant Service Manager
	EXPECTED RESULTRow4: Increased completed VMPIs to all customers
	START END  CHECK POINT DATESRow4: Start-3/17
End-End-n/a, on-going expected on every car
Checkpoint-Daily review

	SPECIFIC ACTION STEPRow5: Walk-arounds including tires and body of vehicle
	NECESSARY RESOURCESRow5: iPad for photos, tires on drive showing different tread
	ACCOUNTABLE PERSONSRow5: Individual Advisor, Tire guy on drive, Service Manager
	EXPECTED RESULTRow5: Increased lines on RO, possible referrals to body shop/PDR on ext warranty claims
	START END  CHECK POINT DATESRow5: Start-3/17
End-End-n/a, on-going expected on every car
Checkpoint-Daily RO review
	SPECIFIC ACTION STEPRow6: Convenient options for customers to leave vehicle with us for added services
	NECESSARY RESOURCESRow6: Rentals, Lyft(hailer in CDK)
	ACCOUNTABLE PERSONSRow6: Advisors
	EXPECTED RESULTRow6: Increase in add-on services
	START END  CHECK POINT DATESRow6: Start-3/17
End-End-n/a, on-going expected on every car
Checkpoint-Daily RO review
	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: Daily reporting in Axcessa and DMS, weekly advisor scorecard, daily RO review, monthly technician performance report.
	A_2: Paul-tech
Madison, Kellan-Advisor
	A_3: Paul--additional VMPI training, 
Madison, Kellan-Sales training, ask for the sale
	R: The financial impact of the increase of .3 CP hours per RO is 489.90 hours, $51,757.93 in sales and $39,336.02 in labor gross for a month. 
	S: Continue to have sales training and frequent check-ins with employees to ensure progress and improvement.


