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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: To create consistency in tech rec's per RO. Sample month of July was at 1.57 tech rec's per. 

Looking to get to a consistent tech rec of 2.0. 

With the tech rec increase of 0.43 to reach the 2.0 benchmark would in turn increase parts and labor sales. 

Coupled with the new process (Oct 4th) of setting monthly goals with the service writers in order to heighten their buy in & accountability.  





  
	2020 National Automobile Dealers Association All Rights Reserved: As the new car inventories continue to be a struggle the onus is on service to perform has become greater. 

The goal set forth with consistent engagement by all  will in turn generate more revenue for the dealership. 

This goal is important because it will show that we acknowledged an opportunity , developed a strategy  and with focus and accountability that will succeed. 


	SPECIFIC ACTION STEPRow1: Set goal planning with Svc Drive Mgr's & Svc Cnslt's.

Establishing a benchmark based on prior 90 day Avg.
	NECESSARY RESOURCESRow1: A vision!
 And
MPI Svc. Cnslt's.  Reporting.
	ACCOUNTABLE PERSONSRow1: Svc Cnslt's , Svc Drive Mgr's & Svc. Mgr.
	EXPECTED RESULTRow1: Heightened awareness of sales opportunities  and buy in on personal goals.

	START END  CHECK POINT DATESRow1: 10-4-21



Launch
	SPECIFIC ACTION STEPRow2: Diagnostic Specialist to review  tech rec's per RO. & review each Tech's process. 
	NECESSARY RESOURCESRow2: MPI Tech Reporting.


	ACCOUNTABLE PERSONSRow2: Diagnostic Specialist and individual tech's.
	EXPECTED RESULTRow2: To reach and maintain as a group a  minimum 2.0 tech rec per RO.
	START END  CHECK POINT DATESRow2: 10-5-21 Launch 
10-19-21 F/U
11-2-21 F/U
Will continue until group Avg reaches a 90 day avergae of 2.0. 
	SPECIFIC ACTION STEPRow3: Svc Drive Mgr's to conduct individual weekly round ups.
























	NECESSARY RESOURCESRow3: MPI Service Advosir reporting. 
	ACCOUNTABLE PERSONSRow3: Svc Mgr , Svc Drive Mgrs & Svc Cnslt's.
	EXPECTED RESULTRow3: Celebrate incremental increases towards individuals goals established in goal setting session. 
	START END  CHECK POINT DATESRow3: 10-11-21 1 F/U

10-18-21  2 F/U

10-25-21  3 F/U

Will continue until group Avg 
	SPECIFIC ACTION STEPRow4: Svc Drv Mgrs to review declined services for prior 2 weeks.
	NECESSARY RESOURCESRow4: MPI Declined Svc's reporting.
	ACCOUNTABLE PERSONSRow4: Svc Drv Mgrs & Svc Mgr. 
	EXPECTED RESULTRow4: Tailored input for specific Svc. Cnslt's based on higher volume declined service items.
Svc Drv Mgrs to provide input to Svc Cnslts during 1 on 1's. 

	START END  CHECK POINT DATESRow4: 

10-18-21 1st Review

11-1-21    2nd review

11-15-21 3rd Review
	SPECIFIC ACTION STEPRow5: RUN 100 RO SAMPLE.
	NECESSARY RESOURCESRow5: Axcessa CP RO sorting & CDK DSDA
	ACCOUNTABLE PERSONSRow5: Svc. Mgr & Svc Drv Mgrs.
	EXPECTED RESULTRow5: Will hopefully validate success of heightened awareness on sales opportunities
	START END  CHECK POINT DATESRow5: 11-3-21 

Continual part of Month End Process.
	SPECIFIC ACTION STEPRow6: Targeted Advertising

Thru AMCI GLOBAL


	NECESSARY RESOURCESRow6: MPI ADVISOR REPORT to verify avg mileage of vehicles thru shop.
	ACCOUNTABLE PERSONSRow6: Svc Mgr.
	EXPECTED RESULTRow6: Increase in opportunities in specific mileage bands.
	START END  CHECK POINT DATESRow6: 10/4/21

Bi monthly review of

items targeted in marketing campaigns.
	SPECIFIC ACTION STEPRow7: Update GM & Platform Mgr. of Averages and increases in KPI's
	NECESSARY RESOURCESRow7: MPI SVC ADV MPI TECH Reporting. In addition CDK Service  Advisor Daily Sales  Summary. 
	ACCOUNTABLE PERSONSRow7: Svc Mgr & Svc Drv Mgr's.
	EXPECTED RESULTRow7: Validation of opportunity discovered and success of all involved. 
	START END  CHECK POINT DATESRow7: 10/4/21 with Prior months reporting data. 

10-18-21 

paced comparison for current month vs prior month. 
	SPECIFIC ACTION STEPRow8: 
	NECESSARY RESOURCESRow8: 
	ACCOUNTABLE PERSONSRow8: 
	EXPECTED RESULTRow8: 
	START END  CHECK POINT DATESRow8: 
	A: Will track via Excel Spreadsheet that is set up matching commitment dates set forth in previous section.  MPI , Axcessa & MPI reporting will be entered categorically  and formulas will be entered to quickly identify trends/opportunities. 
Check in commitment will occur as noted in previous section.
	A_2: Tech's & Svc. Cnslt's. adhering to process. 


Svc. Cnslt's. not challenging themselves as it related to 1 line RO's & value of up-sells. 
	A_3: Actively monitoring and verifying that the goal is understood. 

Reinforce show importance of  maximizing every opportunity!
	R: Failed Rec closing percentage in sample month was 33.6%
.Average of top 3 consultants was 53.5%.
Variance 19.94%.
 Tech Rec's @ 1.57  during sample month vs target of 2.0.
 Variance 0.43 creating a potential increase of $57.55 per RO.  Comparison data would take sample month up-sell same visit  from  an average of $198.17 to $252.40. Sample month CP RO count of 1994 x 2.0 rec target  value @ $252.40 would provide a potential increase of $114,755 in parts and labor sales. 

	S: To support the vision by continuing to keep it at the forefront of the Tech & Svc Cnslt's daily process.
Consistently staying engaged with the Svc. Drv. Mgr's , DS , Tech's & Service Consultants to reinforce their process's & success's. 


