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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific @ Measurahle o Relevant ° 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

I will utlize 2 bays in Express Service area to create extra revenue by end of Dec 15, 2021. We have fully utilze
it since March 2020 due to pandemic.

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

There are 2 bays for Express Service available in our dealership for this reason.

Most consumers believe independent or franchise tire, lube, air conditioning or bake shops are much quicker
than dealership service. In order to keep your existing customers and effectively conquest that business back
from those competitors, we need to address the speed/convenience concern head-on by reducing or eliminating
their advantage, industry data suggests that after five service visits, a customer is three times more likely to
purchase their next vehicle from the same dealership.

We will lost service customers and next vehicle purchase if we don't take advantage of that connection.

If we have the right people and processes in place we will generate more revenue and converting service
customers into sales prospects.
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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

SPECIFIC ACTION/
STEP

NECESSARY
RESOURCE(S)

ACCOUNTABLE
PERSON(S)

EXPECTED RESULT

START, END, &
CHECK POINT
DATES

Build Express
Service Team

Job posting sites

Service Manager

Hire 2 Techs and
assign 1 Service
Advisor

10/01 - 11/15

Put the processes in
place for Advisor to
handle Express
Serice customers

Trainning materials
or trainning class

Express Service
Advisor

Well trained

11/16 - 11/30

Trainning Process

Incentive or bonus

to Sr Tech to trains
2 Express Service

Techs

Sr Tech

Perform express
service job in 30
mins or less

11/16 - 12/15

Reaching out to all
the cusomers in our
database

using processes and
tools from our
vendors (Marketing
companies)

Service Manager

We should have
more walk in service
customers. No appt
necessary.

12/15 - 12/31

marketing it directly
against local
competitors.

Google search,
Facebook, dealer
website

Service Manager

Redirect these
customers to direct
link on our website
and phone calls

12/15-12/31
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NADA c.n

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

ll

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

0000

Generate report.

DMS system.
Weekly
Potential Obstacles? Potential Solutions?
It's no easy to find tech for $16 per hour in SF Treat them well. Give them incentive to keep
Bay Area. We expected more overturn with them from leaving after they have some
those kind of works unless we offer them more experience.

money, otherwise they will looks elsewhere or
they wants main shop tech with minimum $30
per hour.

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

0000

$25,000 - $30,000

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.

Create a process and consider setting up a dedicated service drive for those kinds of repairs.
Review Express Service Advisor perfor every month, and make sure he/she well trained to up sales.
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	How does this goal align with or support your dealers vision: I will utlize 2 bays in Express Service area to create extra revenue by end of Dec 15, 2021. We have fully utilze it since March 2020 due to pandemic.
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Most consumers believe independent or franchise tire, lube, air conditioning or bake shops are much quicker than dealership service. In order to keep your existing customers and effectively conquest that business back from those competitors, we need to address the speed/convenience concern head-on by reducing or eliminating their advantage, industry data suggests that after five service visits, a customer is three times more likely to purchase their next vehicle from the same dealership.



We will lost service customers and next vehicle purchase if we don't take advantage of that connection. 



If we have the right people and processes in place we will generate more revenue and converting service customers into sales prospects.
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