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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

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 MY CUSTOMER SALES GROSS PROFIT % FROM 70%(2020) TO 76% YTD (2021). I WOULD LIKE TO SEE THIS YEAR TO DATE AVERAGE BY THE END OF THIS CALENDAR YEAR 2021.  
	2020 National Automobile Dealers Association All Rights Reserved: This will align with our vision of being the number 1 family owned dealership in detroit metro area because we will take care of our customers and build value in our overall service performance/labor work.



This goal is important because we just built a new facility and this is one NADA guidling that we can set the standard at for our store moving forward.



Benefits of acheiving this goal



1. we will increase the overall labor gross profit



2. we will increase part sales



3. we will raise the overall shop morale by generating

    more labor hours for the employees to make $



4. we will increase knowlege by providing the

    necessary training.



5.more sales from the service advisors will increase 

  the relationship between the mechanics and the service advisors. 



Consequences of not acheiving this goal



1. lower overall labor gross profit sales



2. lower part sales



3. not enough work to distrubute amongst the staff

    creating bad morale. (potential loss of employees)



4. bad relation ship between the mechanics and the service advisors.
	SPECIFIC ACTION STEPRow1: monthly training on sales for the service 

advisors
	NECESSARY RESOURCESRow1: conference room



currently looking into 

90 day bootcamp program through the markee group
	ACCOUNTABLE PERSONSRow1: service manager
	EXPECTED RESULTRow1: to start monthly training beginning 4/1/2021
	START END  CHECK POINT DATESRow1: begin 4/1/2021
	SPECIFIC ACTION STEPRow2: mechanics to perform a video inspection for the customer
	NECESSARY RESOURCESRow2: training/phone with video capability
	ACCOUNTABLE PERSONSRow2: technician
	EXPECTED RESULTRow2: to complete on 75% or higher on customer vehicles
	START END  CHECK POINT DATESRow2: begin 4/1/2021
	SPECIFIC ACTION STEPRow3: increase customer pay from 118.40 to 120.40 2 dollars over warranty 
	NECESSARY RESOURCESRow3: none
	ACCOUNTABLE PERSONSRow3: service manager and service advisors
	EXPECTED RESULTRow3: to be complete
	START END  CHECK POINT DATESRow3: begin 4/1/2021
	SPECIFIC ACTION STEPRow4: 
	NECESSARY RESOURCESRow4: 
	ACCOUNTABLE PERSONSRow4: 
	EXPECTED RESULTRow4: 
	START END  CHECK POINT DATESRow4: 
	SPECIFIC ACTION STEPRow5: 
	NECESSARY RESOURCESRow5: 
	ACCOUNTABLE PERSONSRow5: 
	EXPECTED RESULTRow5: 
	START END  CHECK POINT DATESRow5: 
	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 track my progress monthly by using both the nada composite and the financial statement.



I will also make sure that we are having proper training and the technicians are performing video walk around inspections for the customer 
	A_2: technicians willing to take the extra time to perform a 2 min walkaround video inspection



advisors not willing to buy into sales training



service manager willing to create the time to make sure things are done properly



service manager willing to accept change 








	A_3: explain the importance of the video and how it will increase their labor hours and increase customer satisfaction.



make training fun and exciting not boring 



I will work one on one with the service manager showing him nada guides and get him excited about adapting to change.






	R: a 6% increase in customer pay gross profit % will allow us to gross about $7,000 more per month and $84,000 more per year.
	S: I am currently meeting with the service manager and will be working hand in hand to make sure we kick things off ASAP.


