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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific @ Measurahle o 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

My goal is to increase tech proficiency 10-15% per month from 50% proficiency until our management team can
maintain proper use of service inventory. TECHNICIAN HOURS! Our team can increase moral, decrease cost
of labor if we guide our technician to turn thier hours effectively.

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

Our dealer vision is to increase Fixed Department gross 30K-50K to achieve 275k-300K total gross per month. |
have realized we do not need any more technicians due to our usage of technician’ s time. If we increase tech
proficiency by a modest 10-15% we will increase bay flow, earn more sold hours, sell more parts, and have a
higher customer satisfaction. Big benefits for the dealership. Some consequences would be loss of technicians,
lower first-time fill-rate, low morale, low customer satisfaction, less opportunity for service advisors to sell. This
goal is important to me because service is the heartbeat of the dealership. We need to run a well-oiled machine
while servicing customers vehicle problems. Our manufacture wants Toyota owners to service their vehicles at
dealerships after the warranty had expired and they gauge our success by service retention.
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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

Proficiency to
managment team

Template and DMS

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHEé;:TEgINT
Explain Tech NADA Excel Myself Head Scratches Now

End Performance
Update

Template and DMS

Steve Miloser, Brad
Mandeville

increase to 70+ %

Daily DMS Review [DMS Myself and Service |Forward Progress Dalily for the first
Managment week
Service Managemnt |NADA Excel Ben Sachs/ Steve Increase daily Daily
Daily Tech Template and DMS |Miloser (Service percentage 5-10%
Proficiency Manager) per technician
Reporting sent to
myself
Parts Department NADA Excel Brad Mandeville Increase of parts Daily
Daily/ Weekly Template and DMS delivered to
Performance Review technician close to
100%..
Full Team Month Nada Excel Myself, Ben Sachs, |[Tech Proficiency Month End
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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

We will track our progress by using the NADA excel formula to calculate proficiency. We will find the information
from our DMS. Each day we will be able to track technician proficiency.

Our Service Manager will hang up daily Technician Proficiency in the shop with the lowest producer on top for
all techs to see

Potential Obstacles? Potential Solutions?
-Monitor lunch breaks -Monitor with clock- infout
-Starting work later than 7:00 AM -Make sure manager enforces start time
-Not enough hours sold -BDC will work to set consistent appointments
-Missing Tools -Organize the shop
-Slow parts department —Partshcounterman need to pull part and deliver
to tech.

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

0000

If we increase our tech proficiency we will be able to increase and maintain satisfactory customer retention
percentage. Our financial impact would allow us to advertise more, sell more service and parts while ensuring
customer satisfaction is at an all-time high. We could potentially gross over 300,000 plus per year.

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.

Each day is an opportunity to protect the process. The process is easily deviated with daily tasks which can be
overwhelming. | will ensure each department head supports our producers while preaching our goals
throughout the day.
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Our Service Manager will hang up daily Technician Proficiency in the shop with the lowest producer on top for all techs to see 
	A_2: -Monitor lunch breaks



-Starting work later than 7:00 AM



-Not enough hours sold



-Missing Tools



-Slow parts department




	A_3: -Monitor with clock- in/out



-Make sure manager enforces start time



-BDC will work to set consistent appointments



-Organize the shop



-Parts counterman need to pull part and deliver to tech.
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