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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific @ Measurahle o Relevant ° Time bound

!

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

I will increase my Gross from the average of $130,00 to an average of $200,000 by June 2022.

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?

R

The goal supports the stores vision by increasing business, and moral in the service department. With more
customers served correctly, and efficiently, we will receive higher SSI scores and more repeat and referral
business. With more business, the technicians will make more, and be less likely to leave for another shop.
With more gross we will also have money for training and other resources that the store may need.

The benefits are higher wages in the service department, higher moral, and better service. With higher wages
come better attitudes. Better attitudes toward the customer would see a rise in SSI. Higher SSI numbers would
help to increase business.

The consequences would be lower wages, lower moral, and lower SSI scores. Basically, exactly where we are
today.

This goal is important to me and everyone at this store because we owe it, not only to the customers but to the
owners, and ourselves to make this happen.
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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

position in Quick
Service.

Service Manager

more work form QS
to the main shop.
Higher Moral and
scores.

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHE&(TEgINT
New "closer" New Hire General Manager Higher gross in QS, [3/1/2022 - 7/1/2022

Training service
writers. More walk
arounds in the lane.

Training, Training,
Training.

General Manager
Service Manager

More service work
sold in the lane.
Closer to take a TO
on all QS customers.

3/1/2022 - 7/1/2022

Training QS
technicians to look
for service work in
the QS department.

Training and a flash
light.

Service manager.

More main shop
work from QS.

3//1/2022
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SERVICE OPERATIONS HOMEWORK — ACTION PLAN

ll

How will you track your progress? Where will you find the information? How often will you check in?

0000

I will monitor our progress form the daily DOC, and the financial statement monthly.

Potential Obstacles? Potential Solutions?
Employees who don't like change, and Communication, and transparency. With
complacent management. knowledge comes power, and understanding.

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

0000

The bottom line would be an increase of $70,000 monthly Gross to the department.

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.

We would continue train, coach, and use counseling to help keep employees form falling back into their bad
habits. We will also have to have consequences if the processes are not followed.
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	How does this goal align with or support your dealers vision: I will increase my Gross from the average of $130,00 to an average of $200,000 by June 2022. 
	2020 National Automobile Dealers Association All Rights Reserved: The goal supports the stores vision by increasing business, and moral in the service department. With more customers served correctly, and efficiently, we will receive higher SSI scores and more repeat and referral business. With more business, the technicians will make more, and be less likely to leave for another shop. With more gross we will also have money for training and other resources that the store may need.



The benefits are higher wages in the service department, higher moral, and better service. With higher wages come better attitudes. Better attitudes toward the customer would see a rise in SSI. Higher SSI numbers would help to increase business.

The consequences would be lower wages, lower moral, and lower SSI scores. Basically, exactly where we are today. 



This goal is important to me and everyone at this store because we owe it, not only to the customers but to the owners, and ourselves to make this happen.




	SPECIFIC ACTION STEPRow1: New "closer" position in Quick Service.
	NECESSARY RESOURCESRow1: New Hire
	ACCOUNTABLE PERSONSRow1: General Manager

Service Manager
	EXPECTED RESULTRow1: Higher gross in QS, more work form QS to the main shop.  Higher Moral and scores.
	START END  CHECK POINT DATESRow1: 3/1/2022 - 7/1/2022


	SPECIFIC ACTION STEPRow2: Training service writers.  More walk arounds in the lane.
	NECESSARY RESOURCESRow2: Training, Training, Training.
	ACCOUNTABLE PERSONSRow2: General Manager

Service Manager
	EXPECTED RESULTRow2: More service work sold in the lane.  Closer to take a TO on all QS customers.
	START END  CHECK POINT DATESRow2: 3/1/2022 - 7/1/2022
	SPECIFIC ACTION STEPRow3: Training QS technicians to look for service work in the QS department.
	NECESSARY RESOURCESRow3: Training and a flash light.
	ACCOUNTABLE PERSONSRow3: Service manager.
	EXPECTED RESULTRow3: More main shop work from QS.
	START END  CHECK POINT DATESRow3: 3//1/2022
	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 monitor our progress form the daily DOC, and the financial statement monthly.
	A_2: Employees who don't like change, and complacent management.
	A_3: Communication, and transparency.  With knowledge comes power, and understanding.  
	R: The bottom line would be an increase of $70,000 monthly Gross to the department.
	S: We would continue train, coach, and use counseling to help keep employees form falling back into their bad habits.  We will also have to have consequences if the processes are not followed.  


