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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
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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: Two goals that that in our case tie together and will achive increased sales and GP:



Parts to be delivered to the tech the moment part(s) arrive (techs must stop parts chasing). Right now they often sit on the receiving shelve untill the tech asks for it or come and gets it himself. Same applies to the inventory parts, although this is less of a problem. 



Semi-monthly review of productivity/efficiency/proficiency with techs and asking for feedback as to why, where, and how results can be improved. What factors stand in the way of hitting budgets.
	2020 National Automobile Dealers Association All Rights Reserved: We know what our shop capacity is. The only factors currently preventing us from achieving the goals is parts department issue (wrong parts ordered or techs not getting parts when parts arrive). This causes inefficiencies and affects sales and GP potential. It also adds unnecessary tension between parts and service, lost focus, and overall morale. 



Tight process/discipline around parts delivery and ordering will change the whole dynamics in the shop, increase techs performance and drive sales and GP.



Review of KPIs with techs will:

 - Make them aware of how they perform and provide an opportunity for improvement.

 - Create a spirit of teamwork, involvement, and having an input that count.

 - Create an opportunity to implement a bonus program based on a solid foundation (this should also result in    increased sales and GP). 

 


	SPECIFIC ACTION STEPRow1: New parts ordering and delivery process.
	NECESSARY RESOURCESRow1: New Parts Manager.
	ACCOUNTABLE PERSONSRow1: Parts Manager together with the Service Manager
	EXPECTED RESULTRow1: Immediate increase in the shop efficiency.
	START END  CHECK POINT DATESRow1: Monday, September 27. New Parts Manager starts.
	SPECIFIC ACTION STEPRow2: Semi-monthly review of certain schop KPI with Techs.
	NECESSARY RESOURCESRow2: Service Manager and certain DMS setup to produce relevant reports
	ACCOUNTABLE PERSONSRow2: Service Manager.
	EXPECTED RESULTRow2: Increase in sales and GP, morale up due to feeling of involvement in operations. Bonus program
	START END  CHECK POINT DATESRow2: DMS setup will be done mid October, this is when the process will start.
	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: Improvement in parts delivery should be noticed at month end with the improvement of monthly results, decrease in WIP. We will also perform interviews with Techs asking for their feedback. The feedback from the staff will be obtained weekly.

Techs KPI will be available in the DMS, and access will be given to the Service manager to track it daily.


	A_2: New Parts Manager will need some time to train, get to know the system and process.
	A_3: The DMS training for both goals is set up for Thursday next week. Ongoing monitoring of the staff progress around the new process, which will be my job.
	R: We must get to the facility potential, this meand additional 30k in sales per month. 


	S: Semi-monthly review of the shop performance with staff and implementation of the incentive program that will further drive the overall performance.


