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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
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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: My goal is to increase my rours per RO to an average of 2.0 hrs per RO from a 1.5 average. I want this done by the end of the Q1.
	2020 National Automobile Dealers Association All Rights Reserved: The dealers vision is offer execptional service while mainiting a maximum level of profitability. 

The benfits of acheiving this goal is higher pay for the ASM's and Tech's, along with greater net margins for the dealership.



The consequences of not hitting this is money escaping from the dealership.



In todays industry, and with new cars very fluid, we must captailize the profit in our service department. This also leads to 100% absorption, which is the ultimate goal. It's important to be effective in todays market. 
	SPECIFIC ACTION STEPRow1: ASM training
	NECESSARY RESOURCESRow1: Time to break ASM's away to train about the benefits of proving exceptional, proficeint service from the lane
	ACCOUNTABLE PERSONSRow1: Service Manager, and service director
	EXPECTED RESULTRow1: 2.0 hrs per RO by the end of Q1
	START END  CHECK POINT DATESRow1: Feb 1 start date

Mach 1 check point

Completed by April 1st
	SPECIFIC ACTION STEPRow2: Quality recomends from Techs
	NECESSARY RESOURCESRow2: Train techs to be thorough, and show them that sellining maintenance and repairs is the key
	ACCOUNTABLE PERSONSRow2: Shop foreman, service manager and director
	EXPECTED RESULTRow2: Increased recomendations 
	START END  CHECK POINT DATESRow2: same as above
	SPECIFIC ACTION STEPRow3: Effecient dispatching for shop maximazation
	NECESSARY RESOURCESRow3: training with the dispatcher
	ACCOUNTABLE PERSONSRow3: service manager and director
	EXPECTED RESULTRow3: increassed RO count, and increased hrs per RO
	START END  CHECK POINT DATESRow3: same as above
	SPECIFIC ACTION STEPRow4: 
	NECESSARY RESOURCESRow4: 
	ACCOUNTABLE PERSONSRow4: 
	EXPECTED RESULTRow4: 
	START END  CHECK POINT DATESRow4: 
	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: I will track progress by getting a weekly ASM report in regards to teh average hours being sold
	A_2: New, green ASM taking the time to learn

Additonal volume, more to deal with


	A_3: In lane training and shadowing 

Hire correct amount of writers to keep up and maximize
	R: If we can increase the RO's by .50, that would result in additonal 80k in profit using 2500 avg monthly RO count
	S: Accountability and inspection of what you expect is the main factor. A weekly meeting to go over progress and results keeps the communication and action in place. Hire where needed, and correct bad habits. The discuss.


