NADA oo

SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e 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

Improve RO labor sales by .3 hours while reducing the percentage of one line RO's.

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?

This will allow our service dept to better service our customers by providing them the most accurate information
with reguards to there vehicle needs. Our technician satisfaction will improve with increased flag time as well

as our overall bottom line. We are doing our customers and staff a complete injustice if we do not achieve this
goal.
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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

Pay techs .5 to
perform vehicle
health reports on
vehicles in shop.

RO inspection

Service Advisors,
Manager, and Office
Manager and Me

Every RO has a
inspection report.
Completed,
ledgable, and
accurate

Feb 1 2022, Dec 31
2022 Check every
end of month

Service advisor
sales training.

JMA and BG
products training
sources.

Service Manager,
Me

After training see a
raise of .3 per hour
per RO avg.

Feb 1 2022 Dec 31
2022 Check every
end of month.

Start using video
inspections to send
via text or email.

Phone

Advisors, Service
Manager, Me

At first just get the
video. But after
some time | expect
to see the quality of
the video
nrecentation to

Feb 1st 2022, Dec
31 2022 Every
Month End
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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?

I will track progress with CDK monthly reporting, monthly meetings with employees, and spot checks to insure
progress.

Potential Obstacles? Potential Solutions?
Employee resistance to change, techs not Commuication, Communication,
wanting to do the videos or inspection reports. Communication, Incentives

Advisors not selling or getting discouraged with
time and resources.

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

0000

$206,808 Yearly

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.

Check monthly if we see a trend down. Bring everyone together over lunch and discuss as a team what is
happening. Allow the employees to discuss how we can bring this back up and have open communication with

them. Get everyone motivated and trained. If we hire new employees train them on these expectations and
process.
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