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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?

R

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.

S A

SERVICE OPERATIONS HOMEWORK – ACTION PLAN


	How does this goal align with or support your dealers vision: To get my Quicklane to clock in and out on all jobs by the end of May in order for us to be able to track proficiency.   
	2020 National Automobile Dealers Association All Rights Reserved: I want to achieve this so we can get an adequate idea of what type of work is taking place at our Quicklane facility.  We have received a number of complaints about our Quicklane service taking an inordinate amount of time to complete different jobs.  The reviews on on our website reflect this sentiment.  Additionally, almost every month we are breaking even.  Therefore, If we are able to decrease our customers' wait times and increase the amount of jobs this will ultimately lead to the store making more money and having a better level of customer satisfaction.
-By asking them to clock time on every job we are creating accountability.  This accountability will also bleed into other areas.
-If we are not tracking the proficiency levels of our hourly techs at our Quicklane center we have no idea if we are maximizing potential.  

-In the event we are not able to make these changes, I would imagine Quicklane will continue to run as an average shop.


Providing excellent customer service is something we do across the board at my dealership.  We put a great deal of time, money and effort into accomplishing this.  No reason our Quicklane should not be held to the same standards.
	SPECIFIC ACTION STEPRow1: Set up Process for all hourly techs to clock in and out of jobs.  Clock in and out is required for Techs to get paid.
	NECESSARY RESOURCESRow1: computer
	ACCOUNTABLE PERSONSRow1: managers on duty and techs on duty
	EXPECTED RESULTRow1: every job has start time and every job has an end time
	START END  CHECK POINT DATESRow1: 4/19/2021-5/31-21
	SPECIFIC ACTION STEPRow2: 
	NECESSARY RESOURCESRow2: 
	ACCOUNTABLE PERSONSRow2: 
	EXPECTED RESULTRow2: 
	START END  CHECK POINT DATESRow2: 
	SPECIFIC ACTION STEPRow3: 
	NECESSARY RESOURCESRow3: 
	ACCOUNTABLE PERSONSRow3: 
	EXPECTED RESULTRow3: 
	START END  CHECK POINT DATESRow3: 
	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: All RO's from quicklane over the course of the next month will be reviewed to validate times punched.  Managers on duty at Quicklane center will be making me a master set of copies for remainder of this month and next month. 
This will also give me an opportunity to see how many Multi-point vehicle inspections are actually being done because I am also requesting they attach a copy of the inspection to the master RO.
	A_2: Quicklane managers
Quicklane Techs
Process not setup properly
Potential for individuals to quit

	A_3: If the managers can increase the amount of work they will increase their pay, already tied to their pay plans'.
Incentivize the techs to promote participation
Work with the managers to develop process that ensures punching the clock on every job is taking place.
Find new lube Techs
	R: Cant quantify at this time.  I do not know what the impact is going to be in terms of $$$$.  However, if we are able to do more job in less amount time in theory we would increase profitability. 
	S: It is a requirement of our Quicklane Techs to document time on job.  If they want to be employed by our store this is one of the requirements.  Additionally, it could be good training for them to start clocking time for when we try to bring them down to our main shop.


