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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific m Measurahle o Relevant o Time bound

!

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.”

o000

We will raise our Hours Per R.O. from 1.53 to 1.83 by January 1st 2022.

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?

R

Our Vision is to take care of our clients to our fullest potential in a fun and fair atmosphere. In this if we are not
completely taking care of our clients mechanical needs their car could fail and cause our clients a loss(loss of
time, loss of money and god forbid a loss of life).

The benefits of hitting our goal is highly money motivated as it will add over $40K to the bottom line in both labor
sales and parts. It will also benefit our clients in their vehicles operate in peek performance.

If we do not we will not surpass our Absorption goals and we can fail our clients in not having their vehicles
operate to its highest potential.

The Goal is important to me as the GM for my wallet and the happiness of my clients.
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FIXED OPERATIONS 2 — SERVICE

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.

0000

both.

Service Manager

and Advisor reports
to client every time.
Mgr checks the

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT| CHECK POINT
DATES
100% Multi Point Software system Technician Technician performs | Start is immediate
Inspections and time. We have |Advisor the MPI every time | and will be checked

daily and weekly by
Service Mgr. GM
reviews first of each

50% Video Recaps

Software system
which we have and

Technicians Phone.

Technician
Service Mgr
GM

Technician will video
when anything
outside of normal
maintenance needs
to be performed.

Start of training on
the procedure will be
immediate and then
be mandatory for
10/15 with techs

Advisor walk around

Advisors-which we
have

Advisor
Service Mgr

Advisor will walk
around each vehicle
in the Service Drive
looking at wipers
and any obvious

Immediate...our
CDK Edge monitors
the walk around
when done w the
Ipads. We will look
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SERVICE OPERATIONS HOMEWORK — ACTION PLAN

How will you track your progress? Where will you find the information? How often will you check in?

0000

The progress will be tracked constantly. | receive a report every morning with the Service Dept vitals. | review
the stats and call the Service Mgrs with any questions or concerns. We are fortunate to have a very involved

relationship and we can steer our focus where necessary.

Potential Obstacles?

Technicians getting lazy and not performing the
MPI or the Video MPI.

Advisors not getting the info in time to be
effective in upselling with the information in
hand.

Mgr not paying attention which allows the Techs
and Advisors to slack off.

Potential Solutions?

Incentivize the Techs in the beginning to get
them using the videos. This will be a short term
thing as they will see how much more work is
being sold after the videos are put into use.

Manager is checked in with by the GM because
the Checker checks the checker if we want to
be able to hold people accountable.

BOTTOM LINE! What is the financial impact (expressed in dollars) of achieving your goal?

0000

The bottom line with using Tab C is $46,124 to the bottom line once the full scale .3 hours per r.o. The great
thing is we win even if we can't get to the .3 extra hours...we will move forward and earn more.

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.

The Service Manager will be recording the stats and reporting to me daily. We will monitor for any dips in
activity and plan on having monthly result meetings with both the Techs and Advisors. Once we get the buy in

they will be excited by the results in their paycheck.
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