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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific m Measurahle o Relevant o 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

Our goal is to have a better dispatch system so that we can achive better work flow through each day. We are
currenty setting all of the work orders on a table and techs can pick and choose what they want. We will be
switching to a rack dispatch system with heavy advisor enforcment on taking the next work order. We would like
to have this system instituted by the 04/26/21.

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

This goal will make us achive a quicker turn around and better overall customer experience. If we do not achive
this goal our service dept. will still have a dispatch system that is not working well. This goal is important to me
because it will make for a better work enviroment with better work flow and this should directly impact the
bottom line.
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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

is being followed by
advisors and techs

followed and we are
getting better work
flow

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHECK POINT
DATES
Get rack H.R. Dept H.R. dept Rack will get 04/19/21 call and
ordered and order rack, Rack
delivered should be delivered
04/23/21
Hang rack maintenance person [Jason. M Rack hung in central [04/23/21 assign
or hourly tech location accesable [rack instalation to
by all techs and maintenance person.
advisors 04/24/21 rack
installed
Have meeting to go [Techs and service |Tony Have meeting and  [04/26/21 Have
over how dipatch advisors implement prosses |morning tech and
will be handled from advisor meeting to
this point going go over and
forward implement new
nrosses
Verify that prosses  |advisors and techs |John Prosses is being 04/26/21 and each

day after. Monitor
prosses daily.
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SERVICE OPERATIONS HOMEWORK — ACTION PLAN

!

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

0000

I will track this prosses by keeping track or tech proficincy. | will find this information with the excel sheet that we
used for class. | will check the progress weekly.

Potential Obstacles? Potential Solutions?
Potential obstacles are Techs not wanting to do The solution is to get the techs and service
the next work order in line and advisors advisors to believe in the long term results.

struggling to be firm on instituting this process.

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

0000

The bottom line is with faster dispatch and work order turn around we should be more profitable.

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.

We will ensure that techs and advisors do not fall back into old habits by holding weekly meetings to go over the
results from the report.
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