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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
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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: Increase gross profit retention with Parts and Service
Increase Warranty Service and Parts rates from Honda
Adopt a video inspection process to capture sales and increase gross profit in parts and service
Create a back counter person pay plan based on shop proficiency

	2020 National Automobile Dealers Association All Rights Reserved: These goals align with our dealers vision because we are in the business to make money. All of these actions plans will increase transparency, legitimacy and gross profit. The benefit is an increased absorption rate from fixed ops which then leads to higher dealer net profits. If we don't meet these goals, the dealer will remain stagnant and then they pay for me and other staff to take this class in person. Its important to me because I like fixing broken processes and helping our dealer maintain profitability.
	SPECIFIC ACTION STEPRow1: INCREASE GROSS
PARTS AND 
SERVICE

	NECESSARY RESOURCESRow1: PARTS MATRIX 
SERVICE ADVISOR
AND TECH REPORTS
	ACCOUNTABLE PERSONSRow1: SERVICE MANAGER
	EXPECTED RESULTRow1: INCREASE OF GROSS PROFIT
	START END  CHECK POINT DATESRow1: START 02/01/2022
END 03/31/2022
CP 03/01/2022

	SPECIFIC ACTION STEPRow2: INCREASE WARRANTY PARTS AND SERVICE RATES
	NECESSARY RESOURCESRow2: GOAL SET ABOVE
	ACCOUNTABLE PERSONSRow2: SERVICE AND PARTS MANAGER
	EXPECTED RESULTRow2: INCREASE OF GROSS FROM WARRANTY RATE INCREASE
	START END  CHECK POINT DATESRow2: START 02/01/2022
END 06/01/2022
CP 04/01/2022


	SPECIFIC ACTION STEPRow3: VIDEO INSPECTIONS AND MPI'S ON ALL CUSTOMER RO'S

	NECESSARY RESOURCESRow3: USE OF XTIME OR OTHER MPI TOOL
	ACCOUNTABLE PERSONSRow3: SERVICE MANAGER

	EXPECTED RESULTRow3: INCREASE OF LABOR HOURS FOR REPAIR AND MAINTENANCE 
	START END  CHECK POINT DATESRow3: START 03/01/2022
END NEVER
EVERY MONTH CHECK POINT
	SPECIFIC ACTION STEPRow4: CREATE A BACK COUNTER PARTS PAY PLAN

	NECESSARY RESOURCESRow4: EVALUATION OF TECH PROFICIENCY REPORTS
	ACCOUNTABLE PERSONSRow4: PARTS AND SERVICE MANAGER
	EXPECTED RESULTRow4: INCREASE OF SHOP PROFICIENCY 
	START END  CHECK POINT DATESRow4: START 02/01/2022
END NEVER
CHECK POINT EACH MONTH

	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: TRACK MY PROGRESS WITH UTILIZING OUR DEALER COMPOSITE AND OTHER DMS REPORTING WEEKLY AND MONTHLY WITH OUR PARTS AND SERVICE MANAGERS. 
	A_2: Complacency 

	A_3: Provide proof of forward movement with DMS and composite reporting
	R: About $700 per month more to incorporate xtime for video inspections
	S: We will be sure inspect what we expect. All processes have a reporting that it traceable. Any deviation will be dealt with appropriately.


