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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific m Measurahle o Relevant o 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

Our goal is to maximize any and all lo hanging fruit in the service department. Starting with rental and loaner
reimbursement on warranty and service agreement claims. Ford and our service agreement provider both
provide loaner allowance that we are currently collecting $0. For the month of February to start collecting
available money and the goal of $5000 by end of year 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?

R

If the money is not collected Ford will lower the semi annual limit every year. Having more than one person who
can capture the money and applying it to both dealers in the auto group. It's important to maximize the small

stuff and if you can find 10 small things that make $10,000 a year without much of a change in process can
have a huge difference in bottom line.
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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

operations manager
(me) is learning the
process

training video and
template to submt
claim

advisor, Service
manager

to all R.O's when a
customer asks for a
vehicle..max out

alloted money when
availahle

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHE&(TEgINT
The fixed Ford and chevy Tim Wilcox, Service |Start adding rental Feb 1-Dec 31

June 30 check point
to hit at least $450
and all personal fully

trained and change
in_ nroncess cspamless

Training a BDC rep
to be able to
process the claims.

Tim Wilcox

claims handled daily
despite off days and
vacation times

Mar 1st two people
fuly trained
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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?

0000

When vehicles are pulled for loaner purposes they are written in a log so they can be accounted for on sales
side inventory. Literally keys are taken out of my hand when service loaner is needed.

Potential Obstacles? Potential Solutions?

R.O's not worded correctly. Claims denied. Designate CTP units as inventory increases and
Vehicles not available for loaner that qualify. vehicles on lot without activity.

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

0000

Currently $450 in a 6 month period is available financial assistance. If we max that out, then next year it will

increase. If there is a part delay or recall with no solution available then any days we use loaner are not counted
in $450 max payout. $5000 per delaer in the auto group is attainable first year.

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.

When this money is not used Ford imposes an automatic decrease in max amount. Like a budget if you want to

continue to get the money you have to use it all. We will keep this amount in a separate line on financial
statement to monitor easily.
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