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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



FIXED OPERATIONS 2 – SERVICE
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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: My goal is increase our net profit in our service department by getting our technicians to increase thier proficiency from 43.95% to 75% by December 31st, 2021 and then take them to next level of 100% or greater
	2020 National Automobile Dealers Association All Rights Reserved: This goal aligns with our dealer's vision of having more fixed coverage so we can operate with our first new car sale being a profit instead of relying on new car sales to cover expenses as well.  The benefits to achieving this goal are obvious that it will affect the bottom line and also make everyone more money, build a great work environment.  The consequences if we don't is we stay the same.  That is insanity doing the same thing over and over and expecting a different result.  The goal is importmant to me because I have been on the sales side(variable operations) my entire 19 year career and if I could influence the fixed side with just a little more coverage than everyone wins!
	SPECIFIC ACTION STEPRow1: Videos to be made by tech's of inspection to show customers
	NECESSARY RESOURCESRow1: co-video, quickpage etc and buy in from techs
	ACCOUNTABLE PERSONSRow1: Service MGR
	EXPECTED RESULTRow1: More sales due to customers seeing whats wrong vs hearing whats wrong with vehicle
	START END  CHECK POINT DATESRow1: Start 10/1/21

End 10/30/21

Check 10/8/21

10/15/21

10/22/21
	SPECIFIC ACTION STEPRow2: Decrease one line repair tickets
	NECESSARY RESOURCESRow2: 100% presentation of video and mpi sheets by service writers
	ACCOUNTABLE PERSONSRow2: Service MGR/Service Writers
	EXPECTED RESULTRow2: picking up more items on the r.o. by having better sales pitch by service writers with better tools to show customer
	START END  CHECK POINT DATESRow2: Start 10/1/21

End 10/30/21

Check 10/8/21

10/15/21

10/22/21
	SPECIFIC ACTION STEPRow3: Show techs their current proficiency numbers and create a spreadsheet to rank them
	NECESSARY RESOURCESRow3: Excel or write on big board
	ACCOUNTABLE PERSONSRow3: Service MGR
	EXPECTED RESULTRow3: An increase by all techs
	START END  CHECK POINT DATESRow3: Start 10/1/21

End 12/30/21

Check 11/1/21

12/1/21
	SPECIFIC ACTION STEPRow4: increase number of non-productive techs from 5.9 out of 10 to 8-9 out of 10
	NECESSARY RESOURCESRow4: spreadsheets, data, facts
	ACCOUNTABLE PERSONSRow4: Service MGR/ Techs
	EXPECTED RESULTRow4: Show each tech individually thier own production #'s and get each of them up
	START END  CHECK POINT DATESRow4: Start 10/1/21

End 10/30/21

Check 10/8/21

10/15/21

10/22/21
	SPECIFIC ACTION STEPRow5: Give jobs to correct skill level techs(i.e dont need an A tech to do brake jobs)
	NECESSARY RESOURCESRow5: Review of past Ro's to see who is getting current jobs
	ACCOUNTABLE PERSONSRow5: Service MGR
	EXPECTED RESULTRow5: Increase in bottom line due to not overpaying for jobs
	START END  CHECK POINT DATESRow5: Start 10/1/21

End 11/30?21

Check 10/15/21

10/29/21

11/12/21
	SPECIFIC ACTION STEPRow6: Get good on phone calls by asking for the business over the phone
	NECESSARY RESOURCESRow6: phone scripts in front of parts and service writers
	ACCOUNTABLE PERSONSRow6: Service MGR
	EXPECTED RESULTRow6: More appointments, more business
	START END  CHECK POINT DATESRow6: Start 10/1/21

End 10/30/21

Check 10/8/21

10/15/21
	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 have weekly meetings to track our progress.  We will use the information I have learned in class to put the numbers together from the statement as well as the dms and show the results we are expecting.  We will check our progress with the Mgr's weekly as well
	A_2: Pushback from tech's on doing videos as well as pushback from writers on presenting 100% of the time



Complaints from tech's on not getting the easier jobs due to skill level



Not understanding what the end goal is and how it benefits them personally



Buy in from parts and service writers
	A_3: Once tech's see that thier efforts are helping the service writers sell jobs they will see the benifits of doing the video and also see more money in their paycheck



Tech's will see in the numbers we show them how its not beneficial for them to be productive by always doing the easy job



When the entire team is on board and can see the results they will then understand that it did benifit them personally



Parts need to be on board and locked in to having the parts in stock that we sell so the tech's can do thier job effectively and have less down time waiting on parts. Service writers will have more buy-in once they see the results of showing the video and getting more sales because of it
	R: In the month of July(statement) our net profit was -22,237 from our service department by achieving our goal of 100% profeciency we turn that number around to $75,314..It won't happen overnight and thats why my first goal was to raise our tech proficiency from 44% to 75% at first. And then take that to 100%. With our tech numbers up that will affect our overall service proficieny number and thus get us to our goal of more fixed coverage!!
	S: We are going to start by doing a weekly review so we can first get to these expected results.  Once we have achieved these goals we will then reduce these meetings to every other week to make sure we stay on track.  The only way that I know of to get to where you want to go is to know where you are starting from.  I believe that once these new habits are created and the entire team is on board that they will then hold eachother accountable of making sure we do videos and present MVI's the 100% of the time because they have seen the results from doing it the right way.  If your team is full of winners they will want to keep winning(no winners I know of enjoy losing).  Yes we will have to still hold them accountable and thats why we have the mgrs in place to do just that.  As long as we don't slip up and get lazy by not watching the numbers and spot checking our MVI's to make sure they are getting done with videos we won't fall back into our old ways of doing business!


