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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: Increase tech proficiency, this will help produce mor labor hours sold. We are at 62.87% and I would like to see 85% with in 6 months.
	2020 National Automobile Dealers Association All Rights Reserved: This is part of the goals that our dealer has been looking to increse for the last 3 years since I was hired to this position. Benefits to achieving this would include: 

increased profits

better customer satisfaction

better teamwork

better communication

increased income for the whole service department



If we do not find a way to inprove this in our shop nothing changes, profits are not where they are supposed to be, employee turnover stays the same, and employment is in jeopardy.



Increasing the service departments proficiency is a great way to increase morale and making sure my employees are taken care of is something I take pride in. Also doing a great job is important to show that I deserve this position and take pride in doing a great job.
	SPECIFIC ACTION STEPRow1: improved dispatching
	NECESSARY RESOURCESRow1: already have them
	ACCOUNTABLE PERSONSRow1: BDC

advisors

service manager
	EXPECTED RESULTRow1: better work mix

correct techs working on each job
	START END  CHECK POINT DATESRow1: immediately

daily checks

until this is corrected
	SPECIFIC ACTION STEPRow2: shop meetings
	NECESSARY RESOURCESRow2: none
	ACCOUNTABLE PERSONSRow2: techs

advisors

service manager
	EXPECTED RESULTRow2: better account of what we are working on and how much work can be sold daily
	START END  CHECK POINT DATESRow2: immediately

daily meetings

continuous
	SPECIFIC ACTION STEPRow3: tech training
	NECESSARY RESOURCESRow3: manufacturer access to training
	ACCOUNTABLE PERSONSRow3: techs

service manager
	EXPECTED RESULTRow3: better training and proper skills to be proficient
	START END  CHECK POINT DATESRow3: immediately

monthly checks

until training up to standards for each tech level
	SPECIFIC ACTION STEPRow4: advisor training
	NECESSARY RESOURCESRow4: EFG outside service 
	ACCOUNTABLE PERSONSRow4: advisors

service manager
	EXPECTED RESULTRow4: better understanding of tech levels and proper dispatching
	START END  CHECK POINT DATESRow4: immediately and continue monthly

daily checks

ongoing
	SPECIFIC ACTION STEPRow5: tech meetings
	NECESSARY RESOURCESRow5: none
	ACCOUNTABLE PERSONSRow5: techs

service manager
	EXPECTED RESULTRow5: better understanding of shop policies

use of time

consequences for violations
	START END  CHECK POINT DATESRow5: immediately

weekly

ongoing
	SPECIFIC ACTION STEPRow6: parts meetings
	NECESSARY RESOURCESRow6: counter personell

porters
	ACCOUNTABLE PERSONSRow6: parts counter ppl

service manager 

porters
	EXPECTED RESULTRow6: better communication

parts deliveries to techs

organization
	START END  CHECK POINT DATESRow6: immediately

daily

ongoing
	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: progress will be checked through proficiency reports currently done daily
	A_2: tech, advisor, parts counter ppl kickback


	A_3: meeting as a group or individually to insure everyone is onboard and understanding the imortance of improving all of these things as a group, consequences of not doing them, to be successful means everyone involved has a higher quality of work, and the satisfaction of being compensated for that work.
	R: although better proficiency will improve other numbers as well, just simply getting this metric better would increase the month we calculated by 37,308 dollars.
	S: All of these things must be ongoing, continue meetings and training, and hold ppl accountable for actions.


