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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. 
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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?
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How will you track your progress? Where will you find the information? How often will you check in? 
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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.
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SERVICE OPERATIONS HOMEWORK – ACTION PLAN


	How does this goal align with or support your dealers vision: MY GOAL IS TO INCREASE TECHNICIAN PROFICINCY FROM 59% CURRENT TO 90% IN 60 DAYS
	2020 National Automobile Dealers Association All Rights Reserved: THIS GOAL IS IMPORTANT TO ME AND THE DEALER BECAUSE WE ALL KNOW THAT THE TECHNICIAN WANTS TO MAKE MORE MONEY ALONG WITH ADVISORS, I FEEL IN OUR DEALERSHIP THAT THE TECHNICIANS HAVE BECAME COMPLACENT WITH HOW MUCH THEY ARE ABLE TO PRODUCE IN A DAY/WEEK TIME LINE, BUT I STARTED AS A LUBE TECH AND BECAME A TECHNICIAN THOUGH TRAINING WITH GM. I WORKED WITH THE MOST SENIOR TECH IN THE SHOP FOR VERY LITTLE TIME BEFORE BEING TURNED LOOSE TO FIX VEHICLES, MY HOURS SUFFERED FOR LACK OF TRAINING AND I NEVER HAD A GUIDE LINE ON HOW MY PROFICIENCY WAS TO THE DIAGNOSIS AND REPAIRS I WAS ABLE TO DO. SO IT IS MY GOAL TO EDUCATE ALL THE TECHNICIANS ON THERE PROFICIENCY WHERE THEY ARE AND WHERE THEY CAN BE. I WANT TO IMPLEMENT A PLAN TO REVIEW WITH ALL TECHNITIONS ON A WEAKLY OR EVEN DAILY BASIS ON WHERE THEY ARE AT ON HOURS TURNED AND WHAT LEAD THEM TO BE THERE WEATHER IT IS NOT HAVING PARTS OR THEY ARE GIVEN THE WRONG WORK MIX TO ACHIVE WHAT THEY ARE ABLE TO OBTAIN, I WILL USE MATT AS THE EXAMPLE HE IS HIGHLY MOTIVATED AND MOSTLY WORKS ON HEAVY ENGINE AND TRANSMISSION WORK WITH VERY LITTLE TIME FOR MAINTANINCE WORK, HE AVERAGES A 30-35 HOUR WEEK AND I KNOW HE HAS THE ABILITY TO TURN A 45-50 HR WEAK, I REVIEW ON A REGULAR BASIS TO WHAT IS HIS MAJOR SET BACKS AND TO MY SUPRISE HIS WORK MIX IS COMPILED OF MOSTLY ALL WARRANTY WORK WHICH LEADS TO ALOT OF LOST TIME ON TEAR DOWN AND ANYLISIS FOR REPAIR AND NOT HAVING PARTS IN STOCK TO REBUILD TRANSMISSIONS, SO THIS IS ONE EXAMPLE THAT THE PARTS MANAGER AND I HAVE LOOKED BACK AT THE MOST COMMOND PARTS THAT HE HAS NEEDED AND MADE THEM ITEMS AVALIBLE TO HIM AND HE HAS INCREASED HIS HRS PER WEEK TO 40-42 AS A RESULTS. I FEEL THAT IS I DO THIS ON A DAILY WEEKLY BASIS THIS WILL INCREASE PRODUCTION FOR EACH TECH WHICH WILL RESULT IN MORE HRS BEING TURNED AND DOLLARS BEING BROUGHT INTO OUR DEALERSHIP 
	SPECIFIC ACTION STEPRow1: DECREASE 1 LINE RO
	NECESSARY RESOURCESRow1: ACCURATE MAINTENANCE MENU
	ACCOUNTABLE PERSONSRow1: SERVICE MANAGER
	EXPECTED RESULTRow1: INCREASE $ PER RO 
	START END  CHECK POINT DATESRow1: 3/22/21

3//26/21 CHECK POINT
	SPECIFIC ACTION STEPRow2: SHOP LOADING NIGHT BEFORE 
	NECESSARY RESOURCESRow2: KNOWLEGE OF AVAILBLE WORK AND CARRY OVER
	ACCOUNTABLE PERSONSRow2: SHOP FORMAN
	EXPECTED RESULTRow2: TECH WALKING IN AND HAVING WORK AVAILBLE AT MIN ONE
	START END  CHECK POINT DATESRow2: 3/22/21 CHECK POINT DAILY
	SPECIFIC ACTION STEPRow3: WORK DISTRIBUTION
	NECESSARY RESOURCESRow3: THE RIGHT WORK TO THE RIGHT TECH SKILL SET
	ACCOUNTABLE PERSONSRow3: DISPATCHER
	EXPECTED RESULTRow3: MAXIMIZE VEHICLE REPAIR TIME AND TECH DOWN TIME
	START END  CHECK POINT DATESRow3: 3/22/21 CHECK POINT DAILY WEEKLY 
	SPECIFIC ACTION STEPRow4: 100% MPI
	NECESSARY RESOURCESRow4: ELECTRONIC MPI 
	ACCOUNTABLE PERSONSRow4: SERVICE MANAGER/TECH
	EXPECTED RESULTRow4: INCREASED SELLING OPPORTUNITY 
	START END  CHECK POINT DATESRow4: 3/22/21 CHECK POINT DAILY
	SPECIFIC ACTION STEPRow5: SHOP ORGINIZATION
	NECESSARY RESOURCESRow5: GETTING OLD PARTS OUT OF SHOP AND CLEARING CLUTTER
	ACCOUNTABLE PERSONSRow5: SHOP FORMAN 
	EXPECTED RESULTRow5: DECREASED TIME LOOKING FOR WHAT PART IS NEEDED NEXT
	START END  CHECK POINT DATESRow5: 3/22/21 DAILY WEEKLY CHECK POINT 
	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: I WILL CHECK MY PROGRESS BY RUNNING A COUPLE REPORTS DAILY LIKE TECH HOURS DAILY (RTH) AND PROVIDE THIS TO THE TECH AND SEE WHAT OR IF THERE IS ANY OBSTICLES HOLDING THEM BACK FROM PRODUCING HOURS, I ALSO HAVE PROFICIENCY REPORTS THAT CAN BE RAN WEEKLY (RTP), PROVE THE EARNING POTENTIAL TO THE TECH TO HELP THEM SEE THAT THERE IS ENOUGH TIME IN THE DAY IF THEY WORK FOR IT TO PRODUCE MORE HOURS IT WILL ALSO BRING MORE DOLLARS TO THE TECH AND TO THE DEALERSHIP 
	A_2: TECHNICIAN APPRIHENSION OF CHANGE

TECHNICIAN BUY IN 

STAFF NOT FOLLOWING THE PROCESSES THEY ARE PROVIDED 
	A_3: SHOW THEM ON PAPER AND PROVIDE THE TOOLS TO ECCEL

FINDING OUT WHAT DRIVES EACH TECH TO PERFORM BETTER

HOLDING STAFF ACCOUNTABLE FOR THERE ACTIONS
	R: IF I CAN ACHIVE 90% PRODUCTION IN 60 DAYS IT CAN POTIENTIALLY BRING IN AND ADDITIONAL 194,273.28 PER MONTH INTO THE SERVICE DEPARTMENT 
	S: I WOULD CONTINUE TO COMMUNICATE WITH THE TECHNICIANS TO CONTINUE IMPROVING THERE SKILL THOUGH TRAINING AND FOLLOW UP AND A DAILY WEEKLY AND MONTHLY BASIS BY REVIEWING PERFORMANCE REPORTS AND WORKING WITH PARTS AND ADVISORS TO CAPITALIZE ON THE CONTINUED GROTH OF THE SERVICE DEPARTMENT AS A WHOLE. HOLDING STAFF ACCOUNTABLE TO FOLLOWING PROCESSES PROVIDED AND MAKE THIS A DAILY WEEKLY EVENT TO NOT LOOSE FOCUS ON WHY WE ARE DOING THE JOB WERE DOING AND CONTINUING TO IMPROVE ON ALL PROCESSES PUT IN PLACE  


