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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
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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



3©2021 National Automobile Dealers Association. All Rights Reserved.

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:  TO MAINTAIN AND INCREASE TECH HOURS SOLD AND BOOKED.TO INCREASE ELR FROM APPROX 90.00 TO 100.00+.ALSO TO MAINTAIN TECH PROFICIENCY FROM APPPROX 110% TO 120 TO 130% ON MAIN LINE TECHS WOULD LIKE TO SEE INCREASES STARTING  MAY AND COMPLETING END OF YEAR AT LATEST.ALSO TO BETTER COMMUNICATE WITH CUSTOMERS .HAVE LESS 1 LINE RO'S TO BENEFIT DEALER,TECHS, AND CUSTOMER BY ADVISING THEM OF POTENTIAL FAILURES. 
	2020 National Automobile Dealers Association All Rights Reserved: DEALERS MAIN GOAL IS OBVIOUSLY TO MAXIMIZE TECH HOURS AND INCREASE DOLLARS BROUGHT IN.DEALERS VISION IS ALSO TO INCREASE SERVICE TRAFFIC. BOTTOM LINE BENEFIT IS REVENUE INCREASE. ALSO WILL INCREASE TECHS FINANCIAL WELLNESS AND HOPEFULLY KEEP TECHS  AND ATTRACT NEW IF NEEDED. OVERHEAD WILL CONTINUE TO INCREASE FOR DEALER.IF REVENUE DOESNT KEEP UP OR EXCEED WILL BE LOSING PROPOSITION . HAVE INVESTED OVER HALF MY LIFE AT THIS DEALERSHIP AND DO NOT WANT TO SEE IT FAIL BECAUSE OF SERVICE DEPT. FAILURE 
	SPECIFIC ACTION STEPRow1: SPLIT TECHS TO TWO GROUPS OF 4 AND HAVE ADVISOR FOR EACH GROUP.
	NECESSARY RESOURCESRow1: HIRE 2ND DESIGNATED ADVISOR AS I AM CURRENTLY S/M AND 2ND ADVISOR
	ACCOUNTABLE PERSONSRow1: FIXED OP MGR TO ASSIST IN THIS GOAL TO ADD ADVISOR
	EXPECTED RESULTRow1: TECHS TO HAVE DESIGNATED GO TO PERSON,FEEL OF BETTR CONTROL OF SERVICE DEPT
	START END  CHECK POINT DATESRow1: START MID YEAR,ENDING  END OF YEAR.CK POINTS DAILY,WEEKLY, MONTHLY AFTER INITIATING
	SPECIFIC ACTION STEPRow2: TECHS TO BE ACCOUNTABLE. NOT BLAMING OTHER FOR SHORT HOURS
	NECESSARY RESOURCESRow2: TECHS TO BE WILLING TO FACE UP TO THIS FACT
	ACCOUNTABLE PERSONSRow2: TECHS
	EXPECTED RESULTRow2: EYES OPENED TO THE WASTED OR UN-PROFITABLE TIME SPENT
	START END  CHECK POINT DATESRow2: IMEDIATE START, NO ENDING, MONITORED DAILY
	SPECIFIC ACTION STEPRow3: LIMIT MENU PRICING TO HELP INCREASE ELR
	NECESSARY RESOURCESRow3: RESEARCH ON SURROUNDING COMPETITION TO MAINTAIN COMPETITIVE PRICING
	ACCOUNTABLE PERSONSRow3: SERVICE MANAGER AND ADVISORS
	EXPECTED RESULTRow3: KEEP TECH HOURS UP BUT INCREASE DOLLAR AMOUNT TAKEN IN.INCREASE ELR
	START END  CHECK POINT DATESRow3: IMEDIATE START.

CONTINUE MONITORING AND CHANGING IF NEED INCREASE OR CHANGE
	SPECIFIC ACTION STEPRow4: TO REDUCE 1 LINE RO'S.SELL MORE WORK IN THE LOF AREA
	NECESSARY RESOURCESRow4: LUBE TECH CONTINUING EDUCATION AND ATTENTION TO DETAILS
	ACCOUNTABLE PERSONSRow4: LUBE TECHS,ADVISORS
	EXPECTED RESULTRow4: LESS 1 LINE RO'S, INCREASED WORK LOAD FOR MAIN LINE TECHS, INCREASED SERVICE REVENUE
	START END  CHECK POINT DATESRow4: IMEDIATE , ONGOING, MONTHLY MONITORING OF ONE LINERS
	SPECIFIC ACTION STEPRow5: IMPROVE CUSTOMER COMMUNICATION
	NECESSARY RESOURCESRow5: ATTENTION TO NECESSARY CONTACT WITH CUSTOMER
	ACCOUNTABLE PERSONSRow5: ADVISORS
	EXPECTED RESULTRow5: LESS CUSTOMERS LEFT IN THE DARK AND HAVING TO CALL US.ALSO WILL CUT DOWN 1LINERS
	START END  CHECK POINT DATESRow5: IMEDIATE AND ON GOING.CONSTANT MONITORING 
	SPECIFIC ACTION STEPRow6: IMPROVE ADVISOR TO TECH COMMUNICATION  OF DEFINITION OF CUST.CONCERN
	NECESSARY RESOURCESRow6: ASK QUESTION TO CUST
	ACCOUNTABLE PERSONSRow6: ADVISOR NEEDS TO CLEARIFY CUST NEEDS
	EXPECTED RESULTRow6: CUT DOWN WRONG DIAG,IMPROVE TECH TIME TO REPAIR CONCERN
	START END  CHECK POINT DATESRow6: IMEDIATE AND ONGOING.WILL SHOW IN TOTAL TECH HOURS DUE TO LESS REPAIR

TIME ON RO
	SPECIFIC ACTION STEPRow7: BETTER BOOKING OF TECH HOURS TO SELL
	NECESSARY RESOURCESRow7: TRACKING DAILY TECH HOURS AVAILABLE
	ACCOUNTABLE PERSONSRow7: ADVISORS
	EXPECTED RESULTRow7: INCREADED TOTAL HOURS SOLD, TECH HOURLY PRODUCTION, REVENUE
	START END  CHECK POINT DATESRow7: IMEDIATE.ON GOING. MONITORED DAILY
	SPECIFIC ACTION STEPRow8: COMMUNICATE  MORE WITH TECHS
	NECESSARY RESOURCESRow8: WEEKLY MEETINGS, REVIEWING TECH PROFICIENCY AND EFFICIENCY
	ACCOUNTABLE PERSONSRow8: SERVICE MANAGER
	EXPECTED RESULTRow8: CHANCE FIXING PROBLEMS NOT KNOWN TO ADVISORS AND MGR.
	START END  CHECK POINT DATESRow8: IN PROGRESS,ON GOING
	A: DASHBOARD AND REPORTS SET UP IN DMS. ALSO FINANCIAL STATEMENTS AND CUSTOMER FEED BACK GATHERED AT DEALERSHIP AND FROM CSI REPORTS.MONITORED DAILY,WEEKLY,MONTHLY DEPENDING ON APPLICATION. COMPARING RESULTS FROM MONTH TO MONTH  AND MAKING ADJUSTMENTS WHERE NEEDED
	A_2: INABILITY TO HIRE 2ND FULL TIME ADVISOR. TECHS NOT WILLING TO TAKE RESPONSIBILTY OF SHORT HOURS (COMEBACKS, WASTED WORK TIME, NO URGENCY TO COMPLETE IN PROFITABLE AMOUNT OF TIME) NEW LINE OF THINKING AND DOING FOR S/M.
	A_3: CONVINCE FOR NEW HIRE. EXPLAIN BENIFITS OF SPLIT TEAMS, ADVISOR PER TEAM WILL HELP ELIMINATE DEAD TECH TIME AND INCRESE PRODUCTION AND DOLLARS BROUGHT IN
	R: 8-10000 PER MONTH  DUE TO INCREAED ELR FROM 88.00 TO 100.00
	S: TO MONITOR RESULTS CONSISTANTLY, TO MAKE NECESSARY CHANGES ,TWEEKS, AND ADJUSTMENTS AS WARRANTED. MONITOR  WEEKLY MEETINGS TO MEASURE  ATTITUDES AND CONVEY ANY DOWN SLIDE TO APPROPRIATE STAFF


