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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
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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 want to get from 73% to 95% MPVI completeion and presentation by January 1, 2022. 
	2020 National Automobile Dealers Association All Rights Reserved: My dealer has made it very clear that this is not negotiable. He is generally not one to "demand" or "Mandate" the use of these types of tools or require processes but in this case he will if necessary. 



The benefits numerous as well as necessary to fulfill our promise to our guests. We advertise that we do inspections on every oil chenage and repair, we certainly should provide a copy and review with guest. 



The first benefit is additional revenue for the dealership. By clearly sharing with the guest what repairs and/or maintenence is required with each visit, sales and gross will increase. 



Secondly, it helps protect the dealership from liability. Should the brakes go out or a tire go flat and we noted that on the MPVI and customer declined it helps mitigate potential legal action.



Third, it prepares the customer for the next visit when something is still safe but needing relacement soon. For example, brake pads or tire tread depth. Customer is more likely to repair if they know ahead of time and have time to prepare of the additonal cost. 



It is important to me for all the above reasons and to make the guest more likely to return based on a great experience. 
	SPECIFIC ACTION STEPRow1: Make sure all Techs have access to and understand how to create electronic MPVI
	NECESSARY RESOURCESRow1: Kopta and I made sure through GMGlobal
	ACCOUNTABLE PERSONSRow1: Chris Kopta
	EXPECTED RESULTRow1: Proficient by 10/01
	START END  CHECK POINT DATESRow1: 10/01 and ongoing
	SPECIFIC ACTION STEPRow2: Created a contest for the month of Oct to get some excitment/buy in about the change
	NECESSARY RESOURCESRow2: Kopta and I had a meeting with the service techs on 9/19 to announce contest
	ACCOUNTABLE PERSONSRow2: Chris Kopta
	EXPECTED RESULTRow2: Give a lot of money away and increase MPVI to 100%
	START END  CHECK POINT DATESRow2: Daily for the month of October for contest payout
	SPECIFIC ACTION STEPRow3: Pay the tech's $3 cash additional for each completed MPVI form each day.
	NECESSARY RESOURCESRow3: Need $500 in $1 to distribute
	ACCOUNTABLE PERSONSRow3: Sarah Brown
	EXPECTED RESULTRow3: Payout lots of money and increase MPVI and create excitement
	START END  CHECK POINT DATESRow3: 10/1 - 10/31
	SPECIFIC ACTION STEPRow4: Keep track of each MPVI and the upsells created and the additonal income for tech
	NECESSARY RESOURCESRow4: Chris Kopta to analyze RO's each day
	ACCOUNTABLE PERSONSRow4: Chris Kopta
	EXPECTED RESULTRow4: Increase upsells with 100% presentation by service advisors
	START END  CHECK POINT DATESRow4: 10/01, every day for the month of October
	SPECIFIC ACTION STEPRow5: Share the results of the upsells and additional income with the techs
	NECESSARY RESOURCESRow5: Daily Log 
	ACCOUNTABLE PERSONSRow5: Chris Kopta
	EXPECTED RESULTRow5: Excitement and increased willingness to complete MPVI's
	START END  CHECK POINT DATESRow5: 10/01
	SPECIFIC ACTION STEPRow6: In November the pay may go away for the spiff but the results need to continue
	NECESSARY RESOURCESRow6: Continue to track daily
	ACCOUNTABLE PERSONSRow6: Chris Kopta
	EXPECTED RESULTRow6: Increased revenue for the Service Dept and store and happier guests
	START END  CHECK POINT DATESRow6: 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: We track our progress through SSO on GMGlobal and Pace. It shows all guests in service and who completed MPVI and who did not. We can track upsells through CDK on a daily basis.
	A_2: Techs not wanting to complete the MPVI and lack of upsells on MPVI's that are completed.
	A_3: Require 100% presentation of the MPVI to all guests in service and make sure that the MPVI's are competed within the fist 15-20 minutes of the service appointent to allow for upsell and approval. 
	R:  Immediate increase in gross sales of $5000/mo and net of $3787 by cutting the number of 1 line RO's from 60% to 30% and adding an additional .5 hrs to each RO. At our current ELR of $101. Gross sales and net will increase even more when we can get to 15% benchmark. 
	S: Daily inspections of the MPVI reports and spot checks in the SSO will insure that slipping does not happen. 


