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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

| would like to increase my CSI from 817 score to 850 score by the end of Q3 2021. My service department
needs to provide our customer an excellent service so we can always be above our district.

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

High CSl leads to increased service retention which will ultimately lead to higher service sales volume and keep
customers in the buying cycle. Customers are far more likely to purchase vehicles from our facility if that are
active service customers.

Poor CSlI leads to turn over in both the customer base and employees. It is far more costly to acquire new
business than it is to keep our customers happy.
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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

SPECIFIC ACTION/
STEP

NECESSARY
RESOURCE(S)

ACCOUNTABLE
PERSON(S)

EXPECTED RESULT

START, END, &
CHECK POINT
DATES

Advisor Commitment
Pledge

Word Document

Advisors, Service
Manager

All customers will
sign commitment
pledge at write up

7/1/21 with no end
date. Spot check
daily and coach as
needed

Sales to service

Collaboration

Sales and Service

Each sales customer

7/1/21 with no end.

be contacted within
3 days of visit to
ensure extraordinary
service

hand off will be introduced to | Managers will
the service deptto | monitor process and
ensure a proper coach as needed
hand off

Follow Up Calls Time Advisors Each customer will | 7/1/21 with no end.

Managers will spot
check by contacting
customers

Daily CSI Review

Morning Meeting

Service Manager
and team

Team will review
ALL survey returns
daily with comments.

7/1/21 with no end in
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SERVICE OPERATIONS HOMEWORK — ACTION PLAN

ll

How will you track your progress? Where will you find the information? How often will you check in?

We will run CSI reports from Subarunet daily to monitor returns and impacts on score.

Potential Obstacles? Potential Solutions?
Advisors not following process. Constant coaching and mentoring.
Customers with unrealistic demands. Transparency with customers to ensure proper
QC issues from manufacturer. expectations are set.

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

0000

In addition to annual merit money from Subaru, increased retention and referrals can have an impact from
$25-35K per month.

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.

We will stay diligent with monitoring and coaching the staff to ensure our expectations are met whether we are
on site or not.

©2021 National Automobile Dealers Association. All Rights Reserved. 3



	How does this goal align with or support your dealers vision: I would like to increase my CSI from 817 score to 850 score by the end of Q3 2021. My service department needs to provide our customer an excellent service so we can always be above our district.
	2020 National Automobile Dealers Association All Rights Reserved: High CSI leads to increased service retention which will ultimately lead to higher service sales volume and keep customers in the buying cycle. Customers are far more likely to purchase vehicles from our facility if that are active service customers.  

Poor CSI leads to turn over in both the customer base and employees. It is far more costly to acquire new business than it is to keep our customers happy. 
	SPECIFIC ACTION STEPRow1: Advisor Commitment Pledge
	NECESSARY RESOURCESRow1: Word Document
	ACCOUNTABLE PERSONSRow1: Advisors, Service Manager
	EXPECTED RESULTRow1: All customers will sign commitment pledge at write up
	START END  CHECK POINT DATESRow1: 7/1/21 with no end date. Spot check daily and coach as needed
	SPECIFIC ACTION STEPRow2: Sales to service hand off
	NECESSARY RESOURCESRow2: Collaboration
	ACCOUNTABLE PERSONSRow2: Sales and Service
	EXPECTED RESULTRow2: Each sales customer will be introduced to the service dept to ensure a proper hand off
	START END  CHECK POINT DATESRow2: 7/1/21 with no end. Managers will monitor process and coach as needed
	SPECIFIC ACTION STEPRow3: Follow Up Calls
	NECESSARY RESOURCESRow3: Time
	ACCOUNTABLE PERSONSRow3: Advisors
	EXPECTED RESULTRow3: Each customer will be contacted within 3 days of visit to ensure extraordinary service 
	START END  CHECK POINT DATESRow3: 7/1/21 with no end. Managers will spot check by contacting customers
	SPECIFIC ACTION STEPRow4: Daily CSI Review
	NECESSARY RESOURCESRow4: Morning Meeting
	ACCOUNTABLE PERSONSRow4: Service Manager and team
	EXPECTED RESULTRow4: Team will review ALL survey returns daily with comments. 
	START END  CHECK POINT DATESRow4: 7/1/21 with no end in 
	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: We will run CSI reports from Subarunet daily to monitor returns and impacts on score. 
	A_2: Advisors not following process. 
Customers with unrealistic demands.
QC issues from manufacturer.
	A_3: Constant coaching and mentoring. 
Transparency with customers to ensure proper expectations are set. 
	R: In addition to annual merit money from Subaru, increased retention and referrals can have an impact from $25-35K per month.
	S: We will stay diligent with monitoring and coaching the staff to ensure our expectations are met whether we are on site or not. 


