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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific m Measurahle o Relevant o Time bound

!

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

My goal will be to improve overall technician proficiency from 90.63% to 110% by December 31 2021

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

My dealers vision is for our team to become servant leaders and support to our technicians by creating
processes and policies that allow them to stay in their bays repairing vehicles. | believe the benefits of this will
not only increase our technicians individual production it will increase shop hours and profitability as well as
generate additional revenue for our parts department. If we fail to do this we will not only lose money we will
lose technicians so we must succeed implementing the necessary steps to do this because i not only want my
current department to be a profitable desirable department to work in i would like to see us increase our
department and market share of customers.
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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

deliver parts to techs
since buildings are
not connected

efficient method to
deliver parts to techs

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT| CHECK POINT
DATES
Purchase golf cart to | money Me to give parts a more |cart was purchased

so we will begin to
measure
immediately and
check progress

Deliver parts to
technician

1 additional parts
runner

parts manager

for technician to
recieve parts without
leaving thier bay

started on 8/18/21
using current runner
check point 9/10/21
9/17/21 9/24/21 and
9/30/21

restrict certain sites
through our wi-fi in

have our IT guy set
this up in the shops

Me/IT

limited technicians
from being on non

starting 9/1/21and
will check 9/10/21

inventory tool room

amount of time
finding special tools

shop like facebook, |network productive social and again at
tik-tok etc... media sites during monthend
work hours
Get better concerns | diagnostic sheets Service advisors to give the tech a 9/1/21
on repair orders for more accurate check daily
the technicians so account of concerns
theres no confusion so they can begin
on the complaint work immediately
Pre pull special confirmed BDC manager/Parts |to have all parts 8/23/21
order parts for the appointment sheet [ manager ready and check daily
technician prior to for the day accounted for when
customer arrival the car arrives for
repair
Setup notifications in | none---just need to | Me To help give the 8/23/21
Xtime inspect for setup parts and service check daily
how long an RO has manager a better
been in a parts or idea of areas the
waiting approval tech is being held up
Perform time studies |log sheet Shop Foremen to help each tech 8/23/21
on each techician understand how
much time they
spend smoking, on
cell phone etc
better organize and |peg hooks, shelves |all technicians to reduce the 9/1/21

and check progress
weekly
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SERVICE OPERATIONS HOMEWORK — ACTION PLAN

!

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

I will be build a spreadsheet and using the technicians time in dealer report from Netchex as well as the DMS
report for their flat rate hours. We are paid every Thursday so i will add times in sheet and check progress every
Friday

Potential Obstacles? Potential Solutions?

Technicians not punching in and out accurately Have dispatcher and shop foreman log when
tech goes to lunch etc..and i will check that
against the Netchex report

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

0000

Increasing from 90.63 proficiency to 110 at our current gross margin of 72.94 would be an additional $1288
gross per tech

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.

| will oversee the process and assign specific pieces of the process to department managers, shop foremen and
dispatcher and then hold them accountable and have weekly meetings with them and go over the progress.
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