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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 will increase my Gross labor percentage from 66.5% to 76% by January 1, 2022
	2020 National Automobile Dealers Association All Rights Reserved: This goal is necessary towards having a profitable Service department.

Benefits include additional selling gross which results in higher fixed absorption and higher retained earnings for the store

Consequences if we fail to improve gross percentage we will continue to lose money in the service department which will make it more difficult to retain and attract new techs. Which will result to replacing key people.
	SPECIFIC ACTION STEPRow1: Higher 1 B and 1 C level tech
	NECESSARY RESOURCESRow1: Aggressive marketing to attract canidates
	ACCOUNTABLE PERSONSRow1: Service Manager
General Manager
	EXPECTED RESULTRow1: Higher productivity and lower overall tech cost that results in additional gross percentage
	START END  CHECK POINT DATESRow1: September 25, 2021 with progress checks every two weeks after higher date. End date by December 31,2021
	SPECIFIC ACTION STEPRow2: Train and coach current lube tech to C level tech
	NECESSARY RESOURCESRow2: GM training, Master tech to mentor
	ACCOUNTABLE PERSONSRow2: Service Manager
Master tech
	EXPECTED RESULTRow2: Have lube tech doing C level work
	START END  CHECK POINT DATESRow2: September 27,2021 with monthly check points and C level tech by June 2022
	SPECIFIC ACTION STEPRow3: Divert more entry level work to B&C techs from Master techs
	NECESSARY RESOURCESRow3: Proper dispatching 
	ACCOUNTABLE PERSONSRow3: Service Manager
	EXPECTED RESULTRow3: Overall cost of labor decreases resulting in higher gross percentages
	START END  CHECK POINT DATESRow3: Immediately. Review weekly with Service Manager
	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: Progress will be tracked weekly using Gross percentage formula with data from CDK reports
	A_2: Unable to hire B&C level techs

Expenses increase

Lack of work

Master tech refuses to assist

Service Manager doesn't implement and follow through

	A_3: Grow my own from lube tech and porters

Be diligent in reducing current expenses

Work load hasn't been a problem. If we slow down we can increase marketing efforts through the BDC without additional expense

Will coach and inspect if failure will lead to change in position
	R: With increasing my staff by two people and improving my labor gross percentage to 76% the service department would generate an additional 23,307.00 monthly in gross!!!!!!
	S: Track results weekly through the doc and CDK reports. Service Manager and lead Service Advisor will be measured monthly for their effectiveness. 


