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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



FIXED OPERATIONS 2 – SERVICE
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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: Our goal is to move from 83.68% to 100% tech proficiency by September 1st  2021.
	2020 National Automobile Dealers Association All Rights Reserved: Our dealer's vision is to be as profitable as possible while providng the highest level of customer service for our customers. This goal aligns with and supports our dealers vision because the more profficient our techs are the more profitable we can be and the faster we can get our customers cars back to them. Resulting in a higher customer experience.
	SPECIFIC ACTION STEPRow1: Monitor tech proficiency daily
	NECESSARY RESOURCESRow1: Reynolds Time Flags 
	ACCOUNTABLE PERSONSRow1: Dispatcher (Andrew)
	EXPECTED RESULTRow1: Improve proficiency to desired hours 
	START END  CHECK POINT DATESRow1: Daily 
	SPECIFIC ACTION STEPRow2: Proper Distribution of work
	NECESSARY RESOURCESRow2: Daily tech time keeping 
	ACCOUNTABLE PERSONSRow2: Dispatcher (Andrew)
	EXPECTED RESULTRow2: Avoid unapplied time 
	START END  CHECK POINT DATESRow2: Daily 
	SPECIFIC ACTION STEPRow3: Hiring parts runners 
	NECESSARY RESOURCESRow3: Hirelogy to hire the runners 
	ACCOUNTABLE PERSONSRow3: Parts Manager (Harry)
	EXPECTED RESULTRow3: Less unproductively
	START END  CHECK POINT DATESRow3: Hired by June 1st 
	SPECIFIC ACTION STEPRow4: Hire additional Valets
	NECESSARY RESOURCESRow4: Third Party Company 
	ACCOUNTABLE PERSONSRow4: Ernies detailing Company 
	EXPECTED RESULTRow4: Less unproductively techs 
	START END  CHECK POINT DATESRow4: Hire by June 1st 
	SPECIFIC ACTION STEPRow5: Addtional parts Counter Personnel
	NECESSARY RESOURCESRow5: Hirelogy to hire counter personnel
	ACCOUNTABLE PERSONSRow5: Parts Manager (Harrry)
	EXPECTED RESULTRow5: Less unproductively or techs 
	START END  CHECK POINT DATESRow5: Hire by June st 
	SPECIFIC ACTION STEPRow6: Proficiency motivation contests 
	NECESSARY RESOURCESRow6: Prizes 
	ACCOUNTABLE PERSONSRow6: Tamisha
	EXPECTED RESULTRow6: Motivation to accomplish desired proficiency 
	START END  CHECK POINT DATESRow6: Contest beginning June 1st ending August 31st 
	SPECIFIC ACTION STEPRow7: Review unsold Work

"Deferred" 
	NECESSARY RESOURCESRow7: MPI unsold Report 
	ACCOUNTABLE PERSONSRow7: Tamisha 
	EXPECTED RESULTRow7: Will increase billable hours 
	START END  CHECK POINT DATESRow7: Effective Immediately 
	SPECIFIC ACTION STEPRow8: Accountability 
	NECESSARY RESOURCESRow8: Write Ups 
	ACCOUNTABLE PERSONSRow8: Anthony 
	EXPECTED RESULTRow8: Will hold staff accountable 
	START END  CHECK POINT DATESRow8: Effective Immediately
	A: We will run a combination of multiple reported directed to towards tech proficiency daily to monitor who is on and off track. We will make adjustments accordingly and better manage those require more attention.
	A_2: Anthony- Service Director - Fears Change 

Owner- Fears Change

Technicians-Fighting back /Fear Change 

Ability to hire or pormote within productive staff 
	A_3: Accountability 

Hiring Additional Service Manager 

Hiring additional Advisors 

Convince Anthony that change is good 
	R:  100% Proficiency at 76% Gross Profit Margin would bring us a profit of $101,242 which is and additional $$83,963 in net profit. Accoutining for additional management,parts runners and valet the net profit potential would still be nearly 4x what it is currently and put us in more positive direction.  
	S: BRRR (Buy into it, Rehab it, Refinance it, Repeat keep repeating the process until this is our new identity. Anyone who cannot adjust to the ongoing system must be replaced )


