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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

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: RAISE ELR TO $108.00

RAISE HOURS PER RO TO 2.5
	2020 National Automobile Dealers Association All Rights Reserved: NUMBERS CAME FROM OUR SERVICE MANAGER.

RAISES GROSS 

I BELIEVE IT WILL RAISE CSI AS WE WILL BE TAKING BETTER CARE OF CUSTOMERS VEHICLE






	SPECIFIC ACTION STEPRow1: BETTER VEHICLE

CHECK IN PROCESS

(SEE ATTACHED)
	NECESSARY RESOURCESRow1: FRIDAY WE ORDERED NEW SURFACE PROS

FOR ALL SERVICE

PERSONAL
	ACCOUNTABLE PERSONSRow1: ADVISOR

JOE CYR

RANDY PIERCE
	EXPECTED RESULTRow1: FASTER AND

EASIER CHECK IN
	START END  CHECK POINT DATESRow1: 09/01/21 START DATE.



DAILY OVERVIEW OF NUMBERS AT END OF DAY
	SPECIFIC ACTION STEPRow2: CHECK IN WALK AROUND OF ALL VEHICLES
	NECESSARY RESOURCESRow2: WALK AROUND TRAINING BY SIMPLY SMART.
	ACCOUNTABLE PERSONSRow2: .ADVISOR

JOE CYR

RANDY PIERCE
	EXPECTED RESULTRow2: TEACH EACH ADVISOR TO PERFORM A WALK AROUND PRESENTATION WITH CLIENT
	START END  CHECK POINT DATESRow2: DAILY INSPECTION BY JOE CYR (SERVICE MANAGER)
	SPECIFIC ACTION STEPRow3: PERFORM MPI ON ALL VEHICLES INCLUDING MAIN SHOP.


	NECESSARY RESOURCESRow3: SURFACE PRO 

TRAINING BY SIMPLY SMART ON PROPER INSPECTION
	ACCOUNTABLE PERSONSRow3: TECHNICIAN

BENJI HAYS (SF)
	EXPECTED RESULTRow3: UPSELL NEEDED REPAIR/MAITENCE ON VEHICLES
	START END  CHECK POINT DATESRow3: INSPECT MPI'S ON A DAILY BASIS


	SPECIFIC ACTION STEPRow4: MPI PRESENTED TO CLIENT BY QUICKLANE FOREMAN WITH IN 15 MIN.
	NECESSARY RESOURCESRow4: ON GOING TRAINING FOR QUICKLANE TECHS AND BLAKE(QUICKLANE FOREMAN
	ACCOUNTABLE PERSONSRow4: BLAKE BERNDT

BENJI HAYS

JOE CYR

RANDY PIERCE
	EXPECTED RESULTRow4: MPI TO CLIENT IN A FASTER MANOR RESULTS IN HIGHER UP SALES
	START END  CHECK POINT DATESRow4: 09/01/21 START

INSPECT PROCESS ON A DAILY BASIS.


	SPECIFIC ACTION STEPRow5: MPI FOR MAIN SHOP TO ADVISOR WITH IN AND HOUR OF STARTING ON VEHICLE
	NECESSARY RESOURCESRow5: PROPER MPI TRAINING FOR TECHS AND SHOP FOREMAN
	ACCOUNTABLE PERSONSRow5: BENJI HAYS

JOE CYR

RANDY PIERCE


	EXPECTED RESULTRow5: CREATE UPSELLS ON MAIN SHOP TICKETS. 
	START END  CHECK POINT DATESRow5: 

09/01/21



DAILY AND WEEKLY RO INSPECTION
	SPECIFIC ACTION STEPRow6: INCREASE PROFICIENCY FOR ALL TECH MAIN SHOP/QUICKLANE
	NECESSARY RESOURCESRow6: NO RESOURCES NEEDED TECHS MUST BE HELD TO A HIGHER STANDARD
	ACCOUNTABLE PERSONSRow6: BENJI HAYES

JOE CYR

RANDY PIERCE
	EXPECTED RESULTRow6: COMPLETE JOBS AT A FASTER PACE. INCREASING SHOP FLOW.
	START END  CHECK POINT DATESRow6: 09/01/21



DAILY AND WEEKLY RO INSPECTION
	SPECIFIC ACTION STEPRow7: ALL VEHICLES WASHED/VAC BEFORE RETURNING TO CLIENT
	NECESSARY RESOURCESRow7: NO EXTRA RESOURCES..TRAINING AND ACCOUNTABILY FOR VALET
	ACCOUNTABLE PERSONSRow7: CHRISTINE

JOE CYR

RANDY
	EXPECTED RESULTRow7: ESTABLISH BETTER CLIENT RELATIONS.
	START END  CHECK POINT DATESRow7: INSPECT VEHICLES DAILY
	SPECIFIC ACTION STEPRow8: ACTIVE DELIVERY OF ALL VEHICLES BY ADVISOR
	NECESSARY RESOURCESRow8: SURFACE PRO.

TRAINING BY SIMPLY SMART
	ACCOUNTABLE PERSONSRow8: ADVISORS

JOE CYR

RANDY PIERCE
	EXPECTED RESULTRow8: BETTER CUSTOMER RELATIONS AND CLIENT RETENTION
	START END  CHECK POINT DATESRow8: INSPECT DAILY
	A:  ELR AND HOURS PER TRACKED DAILY ON REVERSE RISK.
	A_2: I BELEIVE WE OUR THE ONLY OBSTACLES.

ADVISORS TAKING SHORT CUTS AND TECHS THAT DON WANT TO DO MPI'S BECAUSE THE DON'T GET FLAGGED FOR IT.
	A_3: THE SOLUTION IS BETTER COMMUNICATION BETWEEN MANAGEMENT, ADVISORS AND TECHS.



BUILD A REPORT THAT SHOWS THE INCREASE IN THEIR PAY WHEN THESE THREE ITEMS ARE CORRECTED.
	R: RAISING THE ELR GENERATES AN ADDITIONAL $13,264 IN LABOR SALES ALONE

ADDING PARTS SALES OF 19,100.00


	S: IT TAKES 21 DAYS TO FORM A NEW HABIT. 

WE MUST INCLUDE ON GOING TRAINING FOR THE DEALERSHIP STAFF.

AS WELL AS DAILY,WEEKLY AND MONTHLY REVIEWS OF DATA.

YOU MUST INSPECT WHAT YOU EXPECT


