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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

©2021 National Automobile Dealers Association. All Rights Reserved.2

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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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: I will make my Service Department profitable from ($5000)/mo to $5000/mo. by 4/30/2022.  
	2020 National Automobile Dealers Association All Rights Reserved: This is a goal that we have been working on since the Service Management change.  The benefits of acheiving this goal is increased fixed covereage, less dependancy on new and used vehicle sales and happier owners.  The consequences if we don't acheive this goal are increased dependancy on new and used vehicle sales, decreased fixed coverage numbers and an unhappy owner.  This goal is important to me for the long term dependancy of other departments to care the Service Department and for the sale of the store in the future should such an opportunity arise.
	SPECIFIC ACTION STEPRow1: Customer Videos
	NECESSARY RESOURCESRow1: Tech and advisors cell phones
	ACCOUNTABLE PERSONSRow1: Service Manager
	EXPECTED RESULTRow1: Customer videos on 80% of the vehicles coming through the shop
	START END  CHECK POINT DATESRow1: Beginning immediately and checking daily with no end point
	SPECIFIC ACTION STEPRow2: Ro's older than 30 days to 0
	NECESSARY RESOURCESRow2: Access open RO report
	ACCOUNTABLE PERSONSRow2: Service Manager and Advisors
	EXPECTED RESULTRow2: No RO's open over 30 days
	START END  CHECK POINT DATESRow2: Beginning immediately and checking daily with no end point
	SPECIFIC ACTION STEPRow3: Policy Account less than $1000
	NECESSARY RESOURCESRow3: 67D report
	ACCOUNTABLE PERSONSRow3: Service Manager
	EXPECTED RESULTRow3: Decrease policy acct to less than $1500
	START END  CHECK POINT DATESRow3: Beginning immediately and checking daily with no end point
	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 the progress on this goal daily from previous days repair orders and other DMS reports.
	A_2: --Being gone from work for meetings

--personnel off in service or sick


	A_3: --Daily meetings with service personnel before day begins

--print open RO list daily

--track 67D expense and require management authorization before account can be used


	R: The financial impact will be $5000/mo minimum
	S: Now that we have accomplished our goal we will be tracking their progress on a daily basis.  Inspecting what we expect.


