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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 want to increase shop proficiency to 70% by the end of August of 2021.
	2020 National Automobile Dealers Association All Rights Reserved: This goal aligns with our dealer vision by increasing shop proficiency to draw more profit to covering our bottom line. By ensuring this we will be very close to our dealership expenses to increase dealer profits. Another benefit for increasing our shop proficiency would be the amount of jobs flowing through the shop quickly. This will increase customer satisfaction. 

The consequences of we dont increase shop proficiency it leaves the dealership vulnerable to market condition changes. It will take the burden off the sales department having to maintain a higher sales volume in order to maintain profitability at dealership. With a higher proficiency the generation of additional profits would increase our absorption level which in turn would handle more overall expenses of the dealership. Case in point a market condition change in the new vehicles with a higher proficiency level to maintain profitability.


	SPECIFIC ACTION STEPRow1: Create Tech bonus program 
	NECESSARY RESOURCESRow1: Identify each tech proficiency in shop and set realistic expectations 
	ACCOUNTABLE PERSONSRow1: Service Manager 
	EXPECTED RESULTRow1: Increase profit by 20% with every flat rate tech 
	START END  CHECK POINT DATESRow1: Start: june 1st 

End: dec 31st 

Check Points: weekly 


	SPECIFIC ACTION STEPRow2: Deliver parts to techs  
	NECESSARY RESOURCESRow2: Having a porter to properly distribute parts in a timely fashion 
	ACCOUNTABLE PERSONSRow2: Parts Manager 
	EXPECTED RESULTRow2: Cut down on downtime to increase profit 
	START END  CHECK POINT DATESRow2: Start: june 1st 

End: dec 31st 

Check Points: weekly 
	SPECIFIC ACTION STEPRow3: Ensure proper time keep 
	NECESSARY RESOURCESRow3: Punch card system 
	ACCOUNTABLE PERSONSRow3: service advisors and shop form
	EXPECTED RESULTRow3: measure profitability more acc
	START END  CHECK POINT DATESRow3: Start: june 1st 

End: dec 31st 

Check Points: weekly 
	SPECIFIC ACTION STEPRow4: Ensure skill level of work going to proper techs 
	NECESSARY RESOURCESRow4: training 
	ACCOUNTABLE PERSONSRow4: shop from. service advisor 
	EXPECTED RESULTRow4: properly trained tech will complete the job correctly which will increase in profit
	START END  CHECK POINT DATESRow4: Start: june 1st 

End: dec 31st 

Check Points: weekly 
	SPECIFIC ACTION STEPRow5: Laptops at each work station 
	NECESSARY RESOURCESRow5: installation of technician process with parts 
	ACCOUNTABLE PERSONSRow5: parts manager/service manager 
	EXPECTED RESULTRow5: will save time for tech walking and talking on the way to the parts window on current job 
	START END  CHECK POINT DATESRow5: Start: june 1st 

End: dec 31st 

Check Points: weekly 
	SPECIFIC ACTION STEPRow6: Organization of special tools 
	NECESSARY RESOURCESRow6: tool racks, catalogging, placement of special tools for ease of use 
	ACCOUNTABLE PERSONSRow6: parts manager 
	EXPECTED RESULTRow6: decrease tech downtime trying to locate unorganized tools and tools out with other techs 
	START END  CHECK POINT DATESRow6: Start: june 1st 

End: dec 31st 

Check Points: weekly 
	SPECIFIC ACTION STEPRow7: Better usage of MPI through video recording identifing areas of concern 
	NECESSARY RESOURCESRow7: tablets with proper installations of software 
	ACCOUNTABLE PERSONSRow7: techs and service advisors 
	EXPECTED RESULTRow7: increas work sold on cust jobs to increase profits 
	START END  CHECK POINT DATESRow7: Start: june 1st 

End: dec 31st 

Check Points: weekly 
	SPECIFIC ACTION STEPRow8: 
	NECESSARY RESOURCESRow8: 
	ACCOUNTABLE PERSONSRow8: 
	EXPECTED RESULTRow8: 
	START END  CHECK POINT DATESRow8: 
	A: we will track our progress daily, weekly, and monthly by utilizing the excel templates provided through NADA on a daily basis.


	A_2: 1. bonus program- adv poor distr. to techs to hit their bonus.

2. deliver parts- additional expense, keeping porter to task 

3. proper timekeep- time scam to increase prof

4. skill level of work to proper techs- BDC appt to tech ratio on proper staff per job 

5. laptop at work stations- wifi - comp malfunctions from debris/parts counter view time 

6. org of special tools- tools being checked out being left at work stations 

7. tech pushback on technology, not tech savy 
	A_3: 1. bonus program- involve serv manager on the selection of tech per job 

2. deliver parts - shop form and service advisor to oversee porter is on task 

3. service manager monitor time keep 

4. ensure we have techs available for the jobs 

5. wifi booster/alert that appears on all parts department computer when a request of a part comes through 

6. ensuring techs and advisors for walk arounds on tech tool boxes to ensure parts are put back 

7. training on proper tech MPI With video recording  
	R: Additional $46,870 to labor sales per month and a total of $562,440 additinal a year. Facility utilization will go up to 34.56% from 24.25%
	S: Daily, Weekly and monthly check on service dept (managers, techs, and advisors) to hold them accountable for shop proficiency 


