
1©2021 National Automobile Dealers Association. All Rights Reserved.

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



FIXED OPERATIONS 2 – SERVICE
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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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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: Our service goal will be to improve technician proficiency from 73% to guide of 125% beginning October 1, 2021 and ending October 1, 2022. 
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This goal aligns with our dealer’s vision because she wants to be profitable in service ASAP, and this would achieve that goal. The techs would make more, be happier, and enjoy their work life more if they were able to be proficient in their field. If we do not achieve this goal, we will not be profitable, and we will also not be able to increase absorption rates, which is another goal of the dealer. We want our service department to carry us through hard times. 


	SPECIFIC ACTION STEPRow1: Improve tech culture 
	NECESSARY RESOURCESRow1: Fixed ops director/GM support 

Provide the proper amount of work to achieve goals
	ACCOUNTABLE PERSONSRow1: Fixed ops director

GM
	EXPECTED RESULTRow1: Happier techs 
	START END  CHECK POINT DATESRow1: 10/1/2021-10/1/2022
	SPECIFIC ACTION STEPRow2: Give the right jobs to the right techs 
	NECESSARY RESOURCESRow2: dispatch processes to improve 
	ACCOUNTABLE PERSONSRow2: Manager to oversee dispatch process and make sure it is fair 
	EXPECTED RESULTRow2: Techs will be doing the right work and will be happier 
	START END  CHECK POINT DATESRow2: 10/1/2021-11/30/2021
	SPECIFIC ACTION STEPRow3: Work on helping techs get more hours billed 
	NECESSARY RESOURCESRow3: train techs on ways to work faster and collect more hours 
	ACCOUNTABLE PERSONSRow3: Fixed ops director, assistant service manager responsible for training/Techs
	EXPECTED RESULTRow3: More hours will be billed 
	START END  CHECK POINT DATESRow3: 10/1/2021-12/1/2021
	SPECIFIC ACTION STEPRow4: Improve processes to help "flow" and ease in shop 
	NECESSARY RESOURCESRow4: Managers (fixed ops/service)
	ACCOUNTABLE PERSONSRow4: Managers to Look over processes and eliminate things that distract or take too much time so techs can focus on work
	EXPECTED RESULTRow4: More hours billed, less distractions 
	START END  CHECK POINT DATESRow4: 10/1/2021-1/20/2022
	SPECIFIC ACTION STEPRow5: Take lifts away from techs who have 2 and are not proficient 
	NECESSARY RESOURCESRow5: Managers again 
	ACCOUNTABLE PERSONSRow5: Managers/techs 
	EXPECTED RESULTRow5: those who can perform more will get another lift and can produce more
	START END  CHECK POINT DATESRow5: 10/1/2021-10/1/2022
	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 can be tracked using data collected on the analysis given in NADA academy, and can be tracked monthly to see growth. 
	A_2: Tech buy in, manager buy in 
	A_3: Once techs see the financial benefit they should be happy! But, in the meantime, show them appreciation for trying and being team players. Pizza (or better) lunches, stop ins to say thank you, offer prizes at random to reward improvement. 
	R: At 125% we will add 300,000 dollars to the gross. 
	S: We will continue to grow, and will continue to stand by our policies in place to keep us proficient. If we do not have buy in we will not continue to employ those individuals. We will continue to promote our culture and be positive.


