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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

9 Specific @ Measurahle 0 Relevant ° Time bound

!

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.”

o000

Cleaning up Aged Warranty/ EXT Warranty Receivables-

Aged claims currently represent 37.1% of the total Warranty/ Extended Warranty balance. (22.3% Factory and
57.3% Ext Warranty) When compared to like sized Lexus store, the current aged balance is 8.2% Factory,
22.1% Extended, and 10.4% total.

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?

R

Adam Forsythe, Warranty Administrator- Will be the central hub for the success of this initiative. Responsible for
updating notes and claim status in Axcessa, communicating any delays to Management, Reaching out to Lexus
DSPM when necessary and communicating with associates when additional documentation is needed.

Kelly Kennedy, Jeff Valley, Chris Konzen, Scott Ackerman (DS), KLGV Service Management- Will be
responsible to send out daily reports highlighting all WIP as well as any outstanding Warranty and Ext Warranty
claims. Monthly review of 50 Repair Orders to ensure processes are followed. Holding staff accountable
throughout to process is paramount.

Christine Holt, Controller- Facilitate weekly meetings to review both Warranty schedules with Service
Management and Warranty Administrator. Ensure credits/ updates are posted in a timely manner. (Can also
use notes section of Axcessa to document updates changes to claim status.)

All Service Advisors- Ensuring correct documentation on Repair Orders (CCR), Guest signatures, and properly
facilitating the timely repairs of vehicles. Moving forward Service Advisors will be involved in the Extended
Warranty claims process until claims are finalized. Cradle to grave.

Molly Rowse, Lexus District Service/ Parts Manager- Closing the loop with Management and communicating

issues report by Warranty Department. Following up with Service Management when outstanding items are not
addressed within 3 business days.
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FIXED OPERATIONS 2 - SERVICE

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.

0000

START, END, &
SPECIFIC ACTION/ |  NECESSARY | ACCOUNTABLE . END,
STEP RESOURCE(S) PERSON(s) | EXPECTEDRESULT|  CHECK POINT
DATES
See above
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NADA oo

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

ll

How will you track your progress? Where will you find the information? How often will you check in?

0000

Systems used to track overall improvement and results-

AXCESSA
Lexus Dealer at a Glace Report (DAAG)
Bi-Weekly Open RO and Receivables report

Potential Obstacles? Potential Solutions?
Buy in from Assocaites. Meetings
Ensuring Store Management is tracking and Communication
following up.

Holding others accountable.

BOTTOM LINE! What is the financial impact (expressed in dollars) of achieving your goal?

0000

Closing the accounting loop and updating process will make us more efficient collecting money we are already
owed.

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.

Continuing to follow up weekly with Associates involved.
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	How does this goal align with or support your dealers vision: Cleaning up Aged Warranty/ EXT Warranty Receivables-

Aged claims currently represent 37.1% of the total Warranty/ Extended Warranty balance. (22.3% Factory and 57.3% Ext Warranty) When compared to like sized Lexus store, the current aged balance is 8.2% Factory, 22.1% Extended, and 10.4% total.


	2020 National Automobile Dealers Association All Rights Reserved: Adam Forsythe, Warranty Administrator- Will be the central hub for the success of this initiative. Responsible for updating notes and claim status in Axcessa, communicating any delays to Management, Reaching out to Lexus DSPM when necessary and communicating with associates when additional documentation is needed. 



Kelly Kennedy, Jeff Valley, Chris Konzen, Scott Ackerman (DS), KLGV Service Management- Will be responsible to send out daily reports highlighting all WIP as well as any outstanding Warranty and Ext Warranty claims. Monthly review of 50 Repair Orders to ensure processes are followed. Holding staff accountable throughout to process is paramount.



Christine Holt, Controller- Facilitate weekly meetings to review both Warranty schedules with Service Management and Warranty Administrator. Ensure credits/ updates are posted in a timely manner. (Can also use notes section of Axcessa to document updates changes to claim status.) 



All Service Advisors- Ensuring correct documentation on Repair Orders (CCR), Guest signatures, and properly facilitating the timely repairs of vehicles. Moving forward Service Advisors will be involved in the Extended Warranty claims process until claims are finalized. Cradle to grave.  



Molly Rowse, Lexus District Service/ Parts Manager- Closing the loop with Management and communicating issues report by Warranty Department. Following up with Service Management when outstanding items are not addressed within 3 business days.
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AXCESSA

Lexus  Dealer at a Glace Report (DAAG)

Bi-Weekly Open RO and Receivables report


	A_2: Buy in from Assocaites. 



Ensuring Store Management is tracking and following up. 
	A_3: Meetings



Communication



Holding others accountable. 
	R: Closing the accounting loop and updating process will make us more efficient collecting money we are already owed. 
	S: Continuing to follow up weekly with Associates involved. 


