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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
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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 would like improve our overall gross profit for the service department. I would like go from $244k per month  to $454k per month  this is our facility potential. I would like to do this within 90 days so middle of September it probably will take longer but we will be able to look at that time and reevaluate  . I would like to use the calculations from tab A and B in our workbook to help us monitor and track our progress. 
	2020 National Automobile Dealers Association All Rights Reserved: Being more profitable does align with our dealerships vision benefits would be more money to the bottom line, better service department morale. Consequences would be less profitable and we could continue on the  path that we are on. The goal is important to me because I want to improve our bottom line and also give a better customer experience.
	SPECIFIC ACTION STEPRow1: Do a 100 RO analysis 
	NECESSARY RESOURCESRow1: RO's and spreadsheet from class 
	ACCOUNTABLE PERSONSRow1: service manager , me
	EXPECTED RESULTRow1: We will look at how we are dispatching our work, look at our work mix. So we can improve our dispatching
	START END  CHECK POINT DATESRow1: we should be able to do this within a week. I am not sure how often we should be doing this probably monthly 
	SPECIFIC ACTION STEPRow2: Mirror our service hours with our sales hours. Have two days that we are open tell 9 pm TuesThursday
	NECESSARY RESOURCESRow2: new schedule for service teams 
	ACCOUNTABLE PERSONSRow2: service manager, service advisor 
	EXPECTED RESULTRow2: This will be more convenient for our customers  
	START END  CHECK POINT DATESRow2: we will start this right away
	SPECIFIC ACTION STEPRow3: add a video service 
	NECESSARY RESOURCESRow3: we will need to review all options 
	ACCOUNTABLE PERSONSRow3: service manager, me
	EXPECTED RESULTRow3: This will help us up sell and give better CSI 
	START END  CHECK POINT DATESRow3: Service managers has started looking at options 
	SPECIFIC ACTION STEPRow4: find more entry level techs 
	NECESSARY RESOURCESRow4: the Online websites given in class and build a relationship with our community college so we can hire from there community college program
	ACCOUNTABLE PERSONSRow4: service manager, me 
	EXPECTED RESULTRow4: this will help our store grow and also gross profit 
	START END  CHECK POINT DATESRow4: service manager is currently working on this  
	SPECIFIC ACTION STEPRow5: We could do better with MPI's 
	NECESSARY RESOURCESRow5: X time 
	ACCOUNTABLE PERSONSRow5: techs, service manager, service advisors 
	EXPECTED RESULTRow5: we need to get the mpi's back to the service advisor so they can upsell more work 
	START END  CHECK POINT DATESRow5: we have started this already. we need to check in on this daily . service manager should audit these daily 
	SPECIFIC ACTION STEPRow6: track and talk about  goals for techs advisors 
	NECESSARY RESOURCESRow6: 
	ACCOUNTABLE PERSONSRow6: techs, service manager , advisors 
	EXPECTED RESULTRow6: what is not measured is not improved. we should see better proficiency with our techs
	START END  CHECK POINT DATESRow6: we are doing this now but we need weekly and daily look at goals 
	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: We will track with service workbook from class we will use our financial statement. We will need to check different items monthly weekly and daily. 
	A_2: push back from staff opening longer, push back on using video
	A_3: incentive programs for service and techs, hire more people, have a flexible schedule, spiff programs for the things we pushing
	R: This is 210k per month which could help our bottom line tremendously 
	S: We need to make sure staff is held accountable by continuing to track advisors, techs and department. We also need to make sure we post our goals so we know where we are pacing, so people can see and makes it more of a team effort. We need to hold weekly,  monthly meetings to go over goals and policy's.


