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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



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

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: I will institute a Video MPI / UCI Format in Service Dept for all Technicians to utilize on every RO by Nov. 1 2021.
	2020 National Automobile Dealers Association All Rights Reserved: This goal aligns with dealers vision of increasing gross profits in all departments as easily and quickly as possible.



Benefits Are:

- Currently not utilizing video at all

- Builds client trust through transparency, adds to understanding by customer, adds legitimacy, Seeing is Believing 

- Video will tell the story to the client for the Svc Writer that's trying to explain and sell the needed service(s)

- Svc Writer closing rate will go up approx 30% according to class discussion, thereby increasing hours and dollars per RO

- Cost of implementation should be minimal





Based on July 21 30% increase in customer pay labor sales would add an additional $17,710 in Revenue.  

Multiplied by 12 that would be an annual increase of $212,530 in sales & if we could be at the Guide of 76% Gross, that would equate to an additional $161,522 annually or $13 ,460/Month which I feel is significant.


	SPECIFIC ACTION STEPRow1: Identify Video Platform/Vendor Options
	NECESSARY RESOURCESRow1: 
	ACCOUNTABLE PERSONSRow1: Svc. Mgr /GM
	EXPECTED RESULTRow1: 
	START END  CHECK POINT DATESRow1: 10/04 - 10/08
	SPECIFIC ACTION STEPRow2: Choose Platform & Implement
	NECESSARY RESOURCESRow2: 
	ACCOUNTABLE PERSONSRow2:               "
	EXPECTED RESULTRow2: 
	START END  CHECK POINT DATESRow2: 10/11 - 10/15
	SPECIFIC ACTION STEPRow3: Train Techs & Writers
	NECESSARY RESOURCESRow3: 
	ACCOUNTABLE PERSONSRow3:               "
	EXPECTED RESULTRow3: 
	START END  CHECK POINT DATESRow3: 10/18 - 10/22
	SPECIFIC ACTION STEPRow4: Implement & Monitor
	NECESSARY RESOURCESRow4: 
	ACCOUNTABLE PERSONSRow4:               " 
	EXPECTED RESULTRow4: Increses listed above
	START END  CHECK POINT DATESRow4: 10/25 - .....
	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: Progress will be monitored daily/weekly for first two weeks to month to ensure that new process is being utilized.  Also monitor by having svc writers track sales from videos sent. 
	A_2: - Lack of Tech Participation for variety of reasons

- Personel getting in hurry and not doing/sending video

- Lack of follow up after sending video
	A_3: - Tech Spiff/Pay Program

- Weekly/Monthly Tracking & Reviews of Results with Writers & Techs

- Find ways to monitor / track
	R: Based off of July 21's Cust. Pay Labor Sales, if we could be at the Guide of 76% Gross, that would equate to an additional $161,522 annually or $13 ,460/Month which I feel is significant.


	S: I would imagine the video tool or way we send video's will have some sort of counter/tracker that will show how many videos taken and how many sent.  Will also track sales & gross monthly.


