NADA oo

SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

o Specific m Measurable o Relevant o Time bound

ll

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

Increase Service gross % from 70%-76% by June 2022

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?

Shaganappi GM prides itself by staying on the top of the industry standard in every aspect of our businedd. By
acheiving this goal we will add an additional $300000 to our bottom line, get us closer to 100% absorption, as
well as be the highest gross % in our performance group. Should we fail, we will continue to leave money on the
table and stay status quo with the under performing dealers around us.
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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

Increase labour rate
for diesel work fom
posted $169-$199

update CDK with
new labour rate

Service manager
Diesel Tech

increased labour
gross for high
volume diesel
service

Jan 31 2020-June
30 2022, monthly
check in.

Allocate work to
appropriate tech

Staff recognition of
appropriate
allocation

service manager
advisors
dispatch

increase gross % by
keeping higher paid
tech's of minor jobs
others can manage

Jan 31 2020-June
30 2022, monthly
check in.

Control non
productive
employee expense

employee review

Service manager
General manager

potentially lower
personnel expense

Jan 31 2020-June
30 2022, monthly
check in.

increase prices for
key items found in
non dealer study

menu based pricing
increase on
alignments, AC
work, brake
replacement

service manager

increased gross on
flat pay menue items

Jan 31 2020-June
30 2022, monthly
check in.

no charge diag time

Advertising no diag
time

marketing director
service manager

increase volume in
appointments and
opportunity for
upsell of services,
tires, and other work

Jan 31 2020-June
30 2022, monthly
check in.
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NADA c.n

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

!

How will you track your progress? Where will you find the information? How often will you check in?
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I will track our progress by using line 5 on page 37 of our dealer 20 composite(Service dept gross % of sales
YTD). | will review this monthly as the reports are released.

Potential Obstacles? Potential Solutions?
Staff reluctance to present increased RO prices Present them the non dealer survey to prove
to customer the price increases are warranted
Techs want more money when they see Explain that we already pay our more than the
increased pricing average dealer

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

0000

$300000

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.

Continuously monitor gross % and adjust as needed. Monthly meetings to review RO's and sales/RO with
advisors, make sure techs are lookig for wotrk on every unit they work on, and make sure advisors are
communicating that to the customer.
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