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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
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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
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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: My goal is to cut the amount of discounts given by the service advisors to increase gross profit in the service department.  We are currently giving 26% discounts on average to our customers.  I would like to cut that percent to 15% on average.  We will start cutting the discount on May 1, 2021 after training our advisors.  This will be done by slowley decreasing our discounts through increased sales training to our advisors.  Have them sell off the MPI and tech suggestions instead of selling through discounts.  I want to be at my 15% average by the June 30, 2021.
	2020 National Automobile Dealers Association All Rights Reserved: This goal aligns with the dealers vision by giving the customer a good and reliable service experience while being able to support the dealereship.  



The benefits are:



-  better gross for the dealership.

-  happier techs making more money.

-  happier advisors and managers making more money.

-  less turnover in the department with happier employees.

-  owners happier with results

-  overall dealership thrives with service covering their share of the business.



The consequences of not hitting the objective are:



-  less gross profit

-  less money for tech, advisors and managers.

-  employes leave that arent making money!!!

-  ownership not happy and possibly replace managers and advisors.

-  less enjoyable workplace.



This goal is important because we all come to work to make a nice living.  This maks coming to work easier for all involved.  Including our family member who rely on us.  Also helps keep the dealership in business to support our coommunity.
	SPECIFIC ACTION STEPRow1: decrease discounts in the service dept.


	NECESSARY RESOURCESRow1: CDK drive
	ACCOUNTABLE PERSONSRow1: service manager

general manager
	EXPECTED RESULTRow1: more gross profit
	START END  CHECK POINT DATESRow1: may 1, 2021.

june 30, 2021.

monday morning meetings .
	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: We will track our process through the CDK.  We will compare the month of May to our previous months.  This will be done every monday morning in a meeting with the service manager, gemeral manager and deakler manager.
	A_2: service advisors buying into the process

techs doing a proper MPI.

follow through

consistency




	A_3: training

a possible bonus program

having the right people


	R: on $10000 in sales in service, we will retain 11% more of gross profit.  so instead of discounting 25% or $2600 we are only giving up 11% of $1100.  Keeping $1500 for every $10000 in sales.
	S: We will amke sure we do not go back to our old ways through constant training and monitoring in our monday morning meetings.


