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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
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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
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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 my effective labour rate from 101 to 120 by the end of August 2021
	2020 National Automobile Dealers Association All Rights Reserved: This goal will begin the process of moving the needle to where the dealer needs the department to be to make it a viable contributor to the business as a whole. The benefits of this goal will be an increase in gross, a decrease in unapplied time, and a better bottom line for the department/business. The consequences of not achieving this goal are to have an ineffective shop that loses money - both hard on morale and dealership costs. This goal is important to me because we are building a team that can succeed and we want to prove it not just to others, but to ourselves. Once we meet this first tier of our target we will strive for the next level with stubborn refusal to go backwards. 
	SPECIFIC ACTION STEPRow1: Make sure common parts are on hand
	NECESSARY RESOURCESRow1: Parts
	ACCOUNTABLE PERSONSRow1: Service/Parts Manager
	EXPECTED RESULTRow1: Better Communication/Better In Stock position to sell parts/jobs while vehicle is in shop
	START END  CHECK POINT DATESRow1: Start: July 1

Check: July 15, July 30, Aug 15

End: Aug 30
	SPECIFIC ACTION STEPRow2: Review daily with advisors coming appts for parts readiness
	NECESSARY RESOURCESRow2: parts/ preprint work orders for scrubbing
	ACCOUNTABLE PERSONSRow2: advisors, service manager, shop foreman
	EXPECTED RESULTRow2: increase in upsells/advising on repairs/maintenance
	START END  CHECK POINT DATESRow2: Start: Immediately

Check: Daily

End: Ongoing with new goal date set at end of Aug 30


	SPECIFIC ACTION STEPRow3: Daily meeting with shop foreman
	NECESSARY RESOURCESRow3: Communication - time
	ACCOUNTABLE PERSONSRow3: service manager/shop foreman
	EXPECTED RESULTRow3: Clear communication = one goal
	START END  CHECK POINT DATESRow3: Start: Immediately

Check: Daily

End: Ongoing with new goal date set at end of Aug 30


	SPECIFIC ACTION STEPRow4: Develop action plan with our call centre to contact MVI for Life customers 
	NECESSARY RESOURCESRow4: Customer Care Centre - mine for lost clients and client potential through database for MVI 
	ACCOUNTABLE PERSONSRow4: customer care centre management/service manager
	EXPECTED RESULTRow4: Regaining customers who have left and finding required safety work on their vehicle(s)
	START END  CHECK POINT DATESRow4: Start: July 2

Check: Daily calls with CCC mgr

End: Each month, start new list for next month
	SPECIFIC ACTION STEPRow5: Develop "Refer a Friend for Service" reward for the summer
	NECESSARY RESOURCESRow5: work with Advertising/Media dept to create a coupon for existing customers sending in a new service customer
	ACCOUNTABLE PERSONSRow5: service manager, general manager
	EXPECTED RESULTRow5: Retain existing customers with promo and generate new customers
	START END  CHECK POINT DATESRow5: Start: July 2

Check: weekly

End: Aug 30 (depending on results)


	SPECIFIC ACTION STEPRow6: Create new, fun spiff for service techs
	NECESSARY RESOURCESRow6: Prizes/allocation for spiff expenses
	ACCOUNTABLE PERSONSRow6: service manager, general manager, shop foreman
	EXPECTED RESULTRow6: Techs actively engaged in finding work
	START END  CHECK POINT DATESRow6: Start: Immediately

Check: Daily stats

End: each end of month, start new program


	SPECIFIC ACTION STEPRow7: Create new spiff for advisors
	NECESSARY RESOURCESRow7: prizes/allocations for spiff expenses
	ACCOUNTABLE PERSONSRow7: service manager, general manager, shop foreman
	EXPECTED RESULTRow7: Advisors engaged in better upselling/package promos 
	START END  CHECK POINT DATESRow7: Start: Immediately

Check: Daily stats

End: each month end to begin new program 
	SPECIFIC ACTION STEPRow8: Dig into the numbers
	NECESSARY RESOURCESRow8: Dedicated time with my general manager
	ACCOUNTABLE PERSONSRow8: Service manager/general manager
	EXPECTED RESULTRow8: Thorough understanding of the numbers and how/what they affect
	START END  CHECK POINT DATESRow8: Start: Immediately

Check in: Daily 15 minute meeting

End: Ongoing with each day reviewed


	A: I will be able to track the progress through my DMS (PBS) as well as through ROAMS. I will be checking the progress daily and quizzing the staff on where they sit as individuals and where the shops sits. We will keep figures updated on our large white board in the service shop. 
	A_2: Potential obstacles may include: employee pushback, ineffective booking, lack of attention to detail, vacation schedules, number of advisors/techs available. 
	A_3: Potential solutions may include: management explanation of the importance and benefits of the goal, pre-emptive investigations of upcoming bookings to ensure quality/accuracy, making sure vacations are not overlapping, hiring an additional advisor and an additonal technician (both needed)
	R: The financial impact of achieving my goal is a monthly increase in potential from 75971 to 89760 (or $13789 increase) at 100% hours sold. 
	S: To keep from falling back into bad habits we will celebrate our success but understand that it is just a step in the right direction - we will push each other to keep going in the right direction and hold one another accountable for anything less than our determined best efforts. We will continue to measure our success/progress daily and address any backsliding immediately to prevent it from festering. 


