NADA oo

SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

o Specific @ Measurable o Relevant o Time bound

ll

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

| want to lower the percentage of 1 line repair orders. Presently we are over 60%. With the NADA guide of 10
to 15% , my goal is to decrease our percentage to 15% by August 31, 2021.

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?

This algins with our vision to have the service department to be operating at an efficient level.

Benifits:

1. Customer retention

2. More sales equals more profit

3. Higher customer satisfaction

4. Happier service department employees. (making more money)

Consequences:
1. Service department not profitable
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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

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT| CHECK POINT
DATES
MPI done completely [Vehicle inspection Advisor Condition customer |Start:5/17,2021
on first visit of a new |checklist Technician to understand that End: 5/18, 2021
vehicle delivery and nothing is needed Checkpoint: 5/27,
every visit after. now,but we will be 2021
(Even if it only has there when you do
2000 miles an it) need eomethinn
MPI done on all Vehicle inspection Advisor Up sell needed Start: 5/17/2021
vehicles checklist Technician services. End: 5/18/2021
Checkpoint:
5/27/2021
Proper use of Ford |Ford tire sales tool |Advisor Tire sales. Start: 5/17/2021
tire sales tool for best price Service Mgr End: 5/18/2021
guarantee Checklist: 5/27/2021
Train advisor on DMS estimate Service Mgr More sales closed. |[Start: 5/17/2021
building proper builder Ongoing
estimate Checkpoint:
5/27/2021
Adjust advisor pay [DMS General Mgr Advisor's battery, Start: 5/17/2021
plan to include Service Mgr brake, tire sales Ongoing
bonus battery, percentage to Checkpoint:
brake, tire sales % increase. 5/27/2021
Train advisors to do |DMS Advisor Advisor's menu Start: 5/17/2021
proper menu sale at Service Mgr sales to increase Ongoing
proper intervals Checkpoint:
5/27/2021
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NADA c.n

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

!

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

0000

Progress will be tracked by using reports from DMS, Dynatron, and Ford Motor Company.
This will be checked on a weekly basis with meeting and reports with Dynatron coach, and weekly reports from
Ford Motor Company.

Potential Obstacles? Potential Solutions?
1. Culture change for advisors. 1. Assure advisor that through training and
2. Pay may go down for underperforming doing a thorough job, their pay will increase.

advisors.

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

0000

Less 1 line repair orders will result in dollers per RO on maintenence and menu items will be closer to our door
rate ($120.00)

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.

General Manager and Service Manager will track advisors progress every week. Train and council as needed>
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	How does this goal align with or support your dealers vision: I want to lower the percentage of 1 line repair orders.  Presently we are over 60%.  With the NADA guide of 10 to 15% , my goal is to decrease our percentage to 15% by August 31, 2021.
	2020 National Automobile Dealers Association All Rights Reserved: This algins with our vision to have the service department to be operating at an efficient level.





Benifits:

1. Customer retention

2. More sales equals more profit

3. Higher customer satisfaction

4. Happier service department employees. (making more money)



Consequences:

1. Service department not profitable
	SPECIFIC ACTION STEPRow1: MPI done completely

on first visit of a new vehicle delivery and every visit after.

(Even if it only has

3000 miles on it)
	NECESSARY RESOURCESRow1: Vehicle inspection checklist
	ACCOUNTABLE PERSONSRow1: Advisor

Technician
	EXPECTED RESULTRow1: Condition customer to understand that nothing is needed now,but we will be there when you do need something.
	START END  CHECK POINT DATESRow1: Start:5/17,2021

End: 5/18, 2021

Checkpoint: 5/27, 2021
	SPECIFIC ACTION STEPRow2: MPI done on all vehicles
	NECESSARY RESOURCESRow2: Vehicle inspection checklist
	ACCOUNTABLE PERSONSRow2: Advisor

Technician
	EXPECTED RESULTRow2: Up sell needed services.
	START END  CHECK POINT DATESRow2: Start: 5/17/2021

End: 5/18/2021

Checkpoint: 5/27/2021
	SPECIFIC ACTION STEPRow3: Proper use of Ford tire sales tool
	NECESSARY RESOURCESRow3: Ford tire sales tool for best price guarantee
	ACCOUNTABLE PERSONSRow3: Advisor

Service Mgr
	EXPECTED RESULTRow3: Tire sales.
	START END  CHECK POINT DATESRow3: Start: 5/17/2021

End: 5/18/2021

Checklist: 5/27/2021
	SPECIFIC ACTION STEPRow4: Train advisor on building proper estimate
	NECESSARY RESOURCESRow4: DMS estimate builder
	ACCOUNTABLE PERSONSRow4: Service Mgr
	EXPECTED RESULTRow4: More sales closed.
	START END  CHECK POINT DATESRow4: Start: 5/17/2021

Ongoing

Checkpoint: 5/27/2021
	SPECIFIC ACTION STEPRow5: Adjust advisor pay plan to include bonus battery, brake, tire sales %
	NECESSARY RESOURCESRow5: DMS
	ACCOUNTABLE PERSONSRow5: General Mgr

Service Mgr
	EXPECTED RESULTRow5: Advisor's battery, brake, tire sales percentage to increase.
	START END  CHECK POINT DATESRow5: Start: 5/17/2021

Ongoing

Checkpoint: 5/27/2021
	SPECIFIC ACTION STEPRow6: Train advisors to do proper menu sale at proper intervals
	NECESSARY RESOURCESRow6: DMS
	ACCOUNTABLE PERSONSRow6: Advisor

Service Mgr
	EXPECTED RESULTRow6: Advisor's menu sales to increase
	START END  CHECK POINT DATESRow6: Start: 5/17/2021

Ongoing

Checkpoint: 5/27/2021
	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: Progress will be tracked by using reports from DMS, Dynatron, and Ford Motor Company.

This will be checked on a weekly basis with meeting and reports with Dynatron coach, and weekly reports from Ford Motor Company.




	A_2: 1. Culture change for advisors.

2. Pay may go down for underperforming advisors.
	A_3: 1. Assure advisor that through training and doing a thorough job, their pay will increase.
	R: Less 1 line repair orders will result in dollers per RO on maintenence and menu items will be closer to our door rate ($120.00)
	S: General Manager and Service Manager will track advisors progress every week.  Train and council as needed>


