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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
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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: Audi Dominion will increase Tech Proficeincey from 92% to 125% by March 2022.  We have Billable Hours Not Billed and this Action Plan will discuss the neccessary steps to ensure more is done with the same amount of Techs we currently have.
	2020 National Automobile Dealers Association All Rights Reserved: The Benefits of this goal place our Techs in a position to maximize thier time on the clock by leveraging their talent and knowledge into more hours billed than worked.  The Techs Morale will be boosted by more work in less time and boosted paychecks.  This also aligns with our dealership goals of maximizing time and efficiently completing jobs faster to ensure our loaner fleet is maintained and turned to increase customer satisfaction.  The more RO's completed, the more loaner vehicles return that day instead of next day.  Increasing Proficeincy will also bring up profitability per Tech up from $23,097 to over $28,000.  If an extra $5,000 per tech per month multiplied by 32 Techs will equal in improvement to $160,000 added Labor Sales or $1,920,000 per year.  If we do NOT follow this guideline, we may mistake this opportunity and intepret the need to ADD more Techs.  Although there is another option to seek imprivement to Facility Utilization, We will maximize Proficeincy of our Techs First.
	SPECIFIC ACTION STEPRow1: Hire a Parts Runner
	NECESSARY RESOURCESRow1: Good Recruit or Recommend Porter 
	ACCOUNTABLE PERSONSRow1: Parts Manager 
	EXPECTED RESULTRow1: Decrease Wasted Time as Techs Chase parts or hang out
	START END  CHECK POINT DATESRow1: Immediate, check weekly, 
	SPECIFIC ACTION STEPRow2: Imprve Our Lost Sales Recording in Parts Dept
	NECESSARY RESOURCESRow2: Commitment and training of parts counter staff to record and analyze
	ACCOUNTABLE PERSONSRow2: Parts Director and COunter Parts Rep
	EXPECTED RESULTRow2: Decrease in waiting on Emergency order, or special orders
	START END  CHECK POINT DATESRow2: Started in January, will monitor endo of each month
	SPECIFIC ACTION STEPRow3: Implement Pay Plan Based on Bonus for Proficiency over 100% and 110% and 125% for Techs
	NECESSARY RESOURCESRow3: Comp 
	ACCOUNTABLE PERSONSRow3: Service Director
	EXPECTED RESULTRow3: Techs seek ways to maximize comp opportunity
	START END  CHECK POINT DATESRow3: Immediate, review each Month
	SPECIFIC ACTION STEPRow4: Be sure that 100 most frequently used part #'s are sticked closest to Techs
	NECESSARY RESOURCESRow4: Inventory Management
	ACCOUNTABLE PERSONSRow4: Parts Director and Parts Runner
	EXPECTED RESULTRow4: Incvreased efficiency of Parts Runner
	START END  CHECK POINT DATESRow4: Immediate, check monthly, as this could change with icreaseing Lost Sales Manaement
	SPECIFIC ACTION STEPRow5: Implement Pay Plan for Parts Runner Based on Overall Tech Proficeincy with Bonus over 120%
	NECESSARY RESOURCESRow5: Comp
	ACCOUNTABLE PERSONSRow5: Service Director
	EXPECTED RESULTRow5: Parts Runner hustles and spurs on Techs
	START END  CHECK POINT DATESRow5: Immediate and check in Weekly and Monthly
	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: We will track the progress Monthly.  Tech's Pay Plan will provide us the infomration if effective.  
	A_2: None, 
	A_3: Parts Diector and Service Director coordination can only lead to other efficeinces and improvements
	R: Increasing Proficeincy will also bring up profitability per Tech up from $23,097 to over $28,000.  If an extra $5,000 per tech per month multiplied by 32 Techs will equal in improvement to $160,000 added Labor Sales or $1,920,000 per year.
	S: We will ensure Process Training is constant and that Management is aligned in the goal.  We will follow up on how payplan is affecting behavior and hold accountable those that are underperforming.  We will follow-up with Parts Runner to ensure they feel they are being used to thier maximum potential.  


