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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific @ Measurahle o Relevant 0 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

Implement virtual BDC to schedule service appointments for incoming sales calls, recall, and non active
customer base (6 months). The goal is to increase customer visits by appointment from 35 customers to 65

customers w/in 60 days, and 100+ customers per day w/in 120 days. (60 days = June 30th), 120 days (August
31st).

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 will increase overall dealership effectiveness by scheduling visits when time is available rather than
focusing on drive up traffic. Also this will provide customers with better satisifaction to thier time and increase
customer retention. If not implemented, customers will be dissatisfied with longer wait times and could defect to
other manufacturers or dealer locations. This is important to the dealership to align with our goal of being more
efficient with the time we have and strive for 100% customer satisifaction.
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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

schedule an
appointment

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHE&(TEgINT
Install Elead BDC Access to Elead Service Manager All calls routed to Install 5/01- check
tool service BDC to ins weekly

Install Campaign for
open recall
customers

Access to Elead and
Reynolds

Service Manager

Create an outgoing
campaign to reach
customer base to
schedule open recall
work

Launch 5/17- check
ins weekly

Campaign for non
active customers 6
month +

Elead BDC

Service Manager

Create a campaign
to reach non active
customers to

schedule a visit for

complementary
insnection

Launce 6/01- check
in weekly
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SERVICE OPERATIONS HOMEWORK — ACTION PLAN

ll

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

0000

Progress will be tracked by Elead BDC metrics emailed daily and weekly. Results meeting during monthly
departmental review meetings

Potential Obstacles? Potential Solutions?
Poor contact information for customer base, Campaign to update all contact information to
outdated customer ownership information, customer base- currently ongoing.

brand defection.

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

0000

Average gross increase monthly w/in 60 days of $51,625 with 875 potential new appointments per month.

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.

Continue outside BDC center to complement current service department. Outside services are held to account
for results without any excuses!
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