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S M T

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

A A

S M T

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:   I will bring the difference between gross and expense to net $0 by Dec 31 2021
	2020 National Automobile Dealers Association All Rights Reserved: This aligns with the dealer vision by improving fixed absorbtion.



The benefits are of acheiving my goal is the reduction in revenue loss.



The consequences are potenial loss of employment.



This is important because of the increase in income for all, overall improvement of the service department and the job security it would bring.
	SPECIFIC ACTION STEPRow1: Charge shop supplies on customer repair orders
	NECESSARY RESOURCESRow1: Parts department
	ACCOUNTABLE PERSONSRow1: Parts manager
	EXPECTED RESULTRow1: reduce shop supply expenses
	START END  CHECK POINT DATESRow1: 6/1/2021



ongoing



Check Monthly
	SPECIFIC ACTION STEPRow2: Meeting with technicians about time management


	NECESSARY RESOURCESRow2:  All Techs
	ACCOUNTABLE PERSONSRow2: Service Manager
	EXPECTED RESULTRow2:  Reduce unnapplied time and increase sales by setting expectations
	START END  CHECK POINT DATESRow2: 6/1/2021

ongoing weekly meetings

Check Progress Monthly
	SPECIFIC ACTION STEPRow3: Meeting with Advisors about Accurate and complete write ups
	NECESSARY RESOURCESRow3: All Advisors
	ACCOUNTABLE PERSONSRow3: Service Manager
	EXPECTED RESULTRow3: Reduce unnapplied time and increase sales
	START END  CHECK POINT DATESRow3: 6/1/2021

ongoing weekly meetings

Check progress monthly
	SPECIFIC ACTION STEPRow4: Meeting with parts about delivering parts to techs
	NECESSARY RESOURCESRow4: Parts department
	ACCOUNTABLE PERSONSRow4: Parts Manager
	EXPECTED RESULTRow4: reduce unnapplied time
	START END  CHECK POINT DATESRow4: 6/1/2021



ongoing



Monitor Daily
	SPECIFIC ACTION STEPRow5: Meeting with Techs and Advisors about Sales and CSI
	NECESSARY RESOURCESRow5: Service Employees
	ACCOUNTABLE PERSONSRow5: Service Manager
	EXPECTED RESULTRow5: Boost Morale and Increase Sales
	START END  CHECK POINT DATESRow5: 6/1/2021



Ongoing Monthly Meetings
	SPECIFIC ACTION STEPRow6:  Post Tech Proficiency
	NECESSARY RESOURCESRow6:   RTH Report
	ACCOUNTABLE PERSONSRow6: Service Manager
	EXPECTED RESULTRow6: Promote awareness and peer presure
	START END  CHECK POINT DATESRow6: 6/1/2021

Ongoing



Post Daily
	SPECIFIC ACTION STEPRow7: Perfom Spot checks on vehicle for MPI accuracy
	NECESSARY RESOURCESRow7: Customer Vehicles
	ACCOUNTABLE PERSONSRow7: Shop Foreman
	EXPECTED RESULTRow7: Teachable moments to keep MPI's important to all
	START END  CHECK POINT DATESRow7: 6/1/2021



Check at least 5 cars weekly

Ongoing
	SPECIFIC ACTION STEPRow8: 
	NECESSARY RESOURCESRow8: 
	ACCOUNTABLE PERSONSRow8: 
	EXPECTED RESULTRow8: 
	START END  CHECK POINT DATESRow8: 
	A: I will track progress by looking at the numbers for tech and advisor analysis as well as expenses on Dealer Ops
	A_2: Coworker resistance to maintaining the plan
	A_3:  Continue to educate all to the financial benefits of staying the course
	R:   $15,000 or more increase in monthly gross
	S: Now we will continue to improve as there is opportunity for more growth. As unnaplied time decreases the need for more techs and an expanded schedule increases. The cycle continues... we are far from capacity, so now we agressively market our shop 


