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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

o Specific m Measurahle 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

I will balance the workflow according to NADA guide which is 60 maint. and comp. and 40 percent repair by
September 1st

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

BY ensuring that our workflow matches NADA guide we will minimize the amount of deadlifts (four lifts weekly)
and in doing so boost shop proficiency which will translate to more sales dollars. Some of the benefits of
achieving my goal is faster shop flow, happier techs, happier customers, more sales and parts dollars, and
higher customer retention. This goal is important to me because by accomplishing this it ensure employee,
customer, and business longevity.
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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

employees to fill a
schedule

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHECK POINT
DATES
changes in having proper service manager boosted labor sales [start: july 1st
scheduling number of End: dec 31st

checkpoint: daily,
weekly

implement matrix
based pricing

competitively shop
local domestic

fixed ops director
parts manager

increase DLR

start: july 1st
End: dec 31st

a minimum
penetration
requirment of 100%

RO higher hours per
RO

strategy dealers and checkpoint: weekly
independent repair
shops

MPI XTime training and |service manager higher dollars per start: july 1st

End: dec 31st
checkpoint: daily

train advisors and all
support staff

3rd party training
comp/utilize sales
staff for closing and
word tracks

Service Manager

smoother operation
and higher revenue

start: july 1st
End: dec 31st
checkpoint: daily

hire more low to mid
level techs

career builder pages
indeed

heroes for hire
recruit facing
domestic dealer
emnlovees

service manager

increase sales dollar
amounts

start: july 1st

End: dec 31st
checkpoint: weekly,
monthly

hire service advisors

career builder pages
indeed

heroes for hire
recruit facing

domestic dealer
emnlnveeg

service manager

better staffing levels
and able to cover
second shift

start: july 1st

End: dec 31st
checkpoint: weekly,
monthly
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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

I will track my progress with the information provided through the NADA worksheets provided on excel. | will
check weekly to identify areas of improvement. i will find this information on the financial statement and advisor,
tech, XTIME scheduling report, Report from fixed ops manager involving training.

Potential Obstacles?

1. scheduling- unhappy techs and advisors

2. matrix based pricing strategy- getting DMS to
properly price everything

3. MPI- tech adoption

4. expand hours- unhappy techs and advisors
5. hire techs - finding them

6. hire advisors - finding qualified peopel

7 train adv and support staff- time

Potential Solutions?

1. scheduling- ensure schedule is filled properly
2. proper DMS training

3. obtain tech buy in by showing them the dollars
4. Allow techs and advisors to leave early if
schedule is not filled

5. job fairs, enhance recruitment

6. use existing advisors to find gaulified

personel in the com.

7. establish training shifts throughout the day to
maintain proper coverage

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

0000

Financial impact is an additional $99,762 per month and $1,197,144 additional per year by also adding 4 more

techs increasing the tech proficieny to 79.99%

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.

By managing by the numbers daily and weekly and also by observing the scheduling tool
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