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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. 
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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? 
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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: I will increase my tech profeciency from 64% to 100% by 1-30-2022. 
	2020 National Automobile Dealers Association All Rights Reserved: Our dealer vision is to make sure we have great customer service and have great culture in all departments. The benefit to techs being more profecient would be that the techs will make more as well as the bottom line in service department. The consequences will be having to hire more techs which is not going to help solve our issue but we need to take care of the customers and what we are doing now is not working. This goal is my number one priority, we have always ran our dealerships relying on sales and not concentrating on service as we should. This class has really helped us in more ways than 1 to not only open our eyes but to also see what other dealers are doing in service to be profitable. 
	SPECIFIC ACTION STEPRow1: bringing techs parts, loading stalls at night before we leave, moving to service pricing through cdk
	NECESSARY RESOURCESRow1: cdk, parts, guide lines that were taught in nada class
	ACCOUNTABLE PERSONSRow1: Service Manager, Parts Manager, writer and myself
	EXPECTED RESULTRow1: 100% tech profeciency
	START END  CHECK POINT DATESRow1: now,  tracking weekly through manager meetings and 1 on 1 with techs
	SPECIFIC ACTION STEPRow2: 
	NECESSARY RESOURCESRow2: 
	ACCOUNTABLE PERSONSRow2: 
	EXPECTED RESULTRow2: 
	START END  CHECK POINT DATESRow2: 
	SPECIFIC ACTION STEPRow3: 
	NECESSARY RESOURCESRow3: 
	ACCOUNTABLE PERSONSRow3: 
	EXPECTED RESULTRow3: 
	START END  CHECK POINT DATESRow3: 
	SPECIFIC ACTION STEPRow4: 
	NECESSARY RESOURCESRow4: 
	ACCOUNTABLE PERSONSRow4: 
	EXPECTED RESULTRow4: 
	START END  CHECK POINT DATESRow4: 
	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 track our progress weekly. We will use guides provided by nada. 
	A_2: Obstacles may be changing the mind set that has been around for many years. Parts focus more on techs and not on wholesale ( where profit is non extint) making sure we have properly filled out mpi's and writers presenting correctly to customers so tech gets job.
	A_3: We are currently moving special tool room closer to techs, and re orginzing as well. Going to train techs, writers and parts on using system in cdk to stream line process. Tech should not have to go to parts counter then advisor then back to station. We have the technology to do everything from computer. Each tech has at least 2 stalls they can diagnois order parts check availability then move over to next vehicle while waiting on response. This will help a ton, and we have already started this process.
	R: We should be able to go from bottom line of -30k average to at least break even then improve from there. I know it's crazy to just want to break even!! We have been ignoring our service department way to long and just simply doing the little things correctly should be a huge improvement.
	S: Our auto group has been neglecting our service and parts department way to long. We rely to much on sales and when inventory is down ( gross's are up ) we need to make sure we are profitable in fixed department. Attending NADA for all our GM's is a huge step in the right direction. It has always been acceptable to have a negative statement in fixed because we do so well in variable. CRAZY thinking it is time to let everyone ( espically managers) that losing money is not an option moving forward. 


