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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 want to increase our overall Tech proficiency fro 87% to 100% as a starting point by 8/19/2021. 
	2020 National Automobile Dealers Association All Rights Reserved: If we are more productive in our service department we will increase our overall profitiability. It will also increase morale in the shop as the techs will have more work which will also increase their overall pay opportunity. 



If we achieve our goal we will see an increase in employee retention, we will be overall more profitable in our service department and potentiallty have the opportunity to increase our labor rate. 



If we do not acheieve this goal we will continue to see techs lost to competition and continue to loose out on profit in our service department. 



The happiness and well being of our employees is important to me personally, I want to ensure they are getting the most use out of their avaliable time and are able to come home with a good pay check bi weekkly. 
	SPECIFIC ACTION STEPRow1: Root Cause the overall lack in tech productivity 
	NECESSARY RESOURCESRow1: Service Manager 
	ACCOUNTABLE PERSONSRow1: Service Manager 

Service Advisors 
	EXPECTED RESULTRow1: have an understaning why our productivity is so low 
	START END  CHECK POINT DATESRow1: Begin 3/29

end 4/1
	SPECIFIC ACTION STEPRow2: Understand the larger impact of the "teams aspect in the express lube and how it impacts profficiency 
	NECESSARY RESOURCESRow2: Service manager 
	ACCOUNTABLE PERSONSRow2: Service Manager 
	EXPECTED RESULTRow2: once understood help schedule to ensure highest profficency 
	START END  CHECK POINT DATESRow2: 4/12/21

4/16/21
	SPECIFIC ACTION STEPRow3: Understand how hours and RO's are assigned 
	NECESSARY RESOURCESRow3: Service Manager 

Service Advisors 
	ACCOUNTABLE PERSONSRow3: Service Manager 

Service Advisors 
	EXPECTED RESULTRow3: once understood may find additional barriers to increase 
	START END  CHECK POINT DATESRow3: 4/19/2021

04/19/2021


	SPECIFIC ACTION STEPRow4: Set up a sales tactic for the service advisors and express lube 
	NECESSARY RESOURCESRow4: Service Advisors 

Service Managers
	ACCOUNTABLE PERSONSRow4: Service Advisors 

Service Managers
	EXPECTED RESULTRow4: Upselling needs to increase. Monetary Incetives have not helped need to set up a strict plan and hold accoutable




	START END  CHECK POINT DATESRow4: 4/26/2021

4/30/2021


	SPECIFIC ACTION STEPRow5: Hand out service example survey
	NECESSARY RESOURCESRow5: HR 
	ACCOUNTABLE PERSONSRow5: Service Manager 
	EXPECTED RESULTRow5: understand morale and individual issues at a personal level 
	START END  CHECK POINT DATESRow5: 5/5/21

5/9/21


	SPECIFIC ACTION STEPRow6: understand how efficiency is calculated on the Financial Statement 
	NECESSARY RESOURCESRow6: Controller 
	ACCOUNTABLE PERSONSRow6: Janessa 
	EXPECTED RESULTRow6: This will also be another way to track progress because if efficiancy increases so does profficienty 
	START END  CHECK POINT DATESRow6: monthly
	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: Progress will be checked by inputing data into the spreadsheet from NADA to review Month of Month trends. I will also review Financial statement efficiancy. 
	A_2: Having individuals willing to take time out of their day to review my actions



Motivating Service advisors to upsel



getting assitance to find the total route cause of lack of profficiency 
	A_3: Set up time outside of work hours 



One on ones to find out what motivates them 
	R: Currently our labor sales is 126,416.00 If we were to get to 100% profficiency we would see an increase in gross sales of 18,405.00


	S: Monthly Meetings to understand current barriers obstacles. Continue to track on the spreadsheet to ensure progress contines and set a new goal to reach 125% profficiancy! 


