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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 have been selling cars for fourty years and I believe in most case most problems can be solved with more sales. I think we have a glaring problem with 1 line RO's and want to reduce our 1 line RO's from 46% to less then 15%. I think we can reduce it by half, or down to less then 23% by the end of the second quarter of 2021 and down below 15% by the end of quarter 3.
	2020 National Automobile Dealers Association All Rights Reserved: Dealer support is 100%



Benefits are as follows. 



1 line RO dollars per RO avg $108  and 1.03 Hrs. 

2 Plus line on RO's avg $567 and 3.77 Hrs. Or $459 DPRO increase



Last month we had 995 Customer pay RO's, 46% 1 line RO's translates to 457 RO's with an average DPRO of $108 = $49,356. If we get to 15% 1 line RO's or 149, that will be an increase of 308 RO's with 2 plus lines and an average DPRO increase of $459 per RO. 308 ROs x $459 = $141,372 more servies revenue.

Other benefits will include, higher commissions to service writers, better proficiency with techs.



Consequences will be continued high number of 1 line RO's poor prefomance by techs, higher turn over with writers. Less money made in service. Over all not getting the most out of every stall in the shop.



This is important to me because we need every dollar out of the shop we can get especially  with the inventory shortage that is projected to conyinue into next year.
	SPECIFIC ACTION STEPRow1: Increase MPVI presentation and get 1 line RO;s to less then 23% by the end of JUne 2021
	NECESSARY RESOURCESRow1: Assistant service mnager need to be sure MPVI is being presented
	ACCOUNTABLE PERSONSRow1: Service manager and Assistant service manager
	EXPECTED RESULTRow1: improved MPVI presentation and increased sales in service
	START END  CHECK POINT DATESRow1: Start today survey RO's June 30
	SPECIFIC ACTION STEPRow2: Train writers on presentation of MPVI. Be sure they understand it a training tool for the customer to plan for the future
	NECESSARY RESOURCESRow2: MPVI forms have 2 copies. Make sure they are filled out and signed by customer
	ACCOUNTABLE PERSONSRow2: Keith, Assitant service manager
	EXPECTED RESULTRow2: Revue MPVI and make sure they have been presented and signed by customer
	START END  CHECK POINT DATESRow2: Less then 23% by June 30
	SPECIFIC ACTION STEPRow3: After continued traing on MPVI presentation I feel we can accomplish 15% or less 1 line RO's
	NECESSARY RESOURCESRow3: Service writers and managers.
	ACCOUNTABLE PERSONSRow3: Assistant and manager in service
	EXPECTED RESULTRow3: Less then 15% 1 line RO's
	START END  CHECK POINT DATESRow3: June 30 to Sept 30
	SPECIFIC ACTION STEPRow4: 
	NECESSARY RESOURCESRow4: 
	ACCOUNTABLE PERSONSRow4: 
	EXPECTED RESULTRow4: 
	START END  CHECK POINT DATESRow4: 
	SPECIFIC ACTION STEPRow5: 
	NECESSARY RESOURCESRow5: 
	ACCOUNTABLE PERSONSRow5: 
	EXPECTED RESULTRow5: 
	START END  CHECK POINT DATESRow5: 
	SPECIFIC ACTION STEPRow6: 
	NECESSARY RESOURCESRow6: 
	ACCOUNTABLE PERSONSRow6: 
	EXPECTED RESULTRow6: 
	START END  CHECK POINT DATESRow6: 
	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: service manager and assistant manager will review MPVI documentation daily to insure they are being filled out properly by the tech and presented properly by the writers. This documentation is kept with the RO.
	A_2: Opsticals are getting the union techs to do the pper work properly. It also is a giant problem here to have the writer present it and I am not sure why. Having sold cars for 40 years I understand that Menus work and the MPVI is just that, a menu. 
	A_3: Like I said, having used menus in sales I can help with the training of the MPVI presentation, It's plane to see for me that presenting these MPVI forms will accopmlishe what we need to. I will also post result of preentation and % of 1 line RO's on a white board to develope a little compitition amongst the writer and creat some contests monthly 
	R: 308 more RO's with 2 plus lines and $459 more DPRO = $141,372 per month and $1696,464 per year
	S: This goal can only be achieved with proper traing. The techs need to understand proper documentation on the MPVI's will only increase work for them that equates to more dollars in their pay check. The writer need training on the importance of 100% presentation to improve their over all sales and increase 2 plus lines on RO's. Plus the legal implications of not doing it or doing it half assed.


