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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

A A
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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: Currently, according to the FOR workbook our proficiencty is 48.1% which is far below the NADA recommended 125%.  I would like to improve our performance to 80% by the end of April 2022.  So by May 1st 2022 I would like to be 80% or higher.
	2020 National Automobile Dealers Association All Rights Reserved: Currently, we do not have a vision or mission statement for any department within this particular location.  



A substantial increase in gross would be the major benefit of the achieving this goal.  Additionally, the technicians would be happier because they would be making more money as well.



To continue at this proficeincy level would cost us close to $350K per year. 



This goal is important to me because this poor perforamnce is a reflection on me and my team.  I know that we are better than what the numbers reflect.   
	SPECIFIC ACTION STEPRow1: Weekly meeting with Dispatcher to ensure is doing his job correctly.
	NECESSARY RESOURCESRow1: Meeting area, DMS.
	ACCOUNTABLE PERSONSRow1: Myself.
	EXPECTED RESULTRow1: Increased production.
	START END  CHECK POINT DATESRow1: Weekly.




	SPECIFIC ACTION STEPRow2: Will need to generate additional hours per RO.  Will do this with BG menu.
	NECESSARY RESOURCESRow2: BG Menu training and personel.  
	ACCOUNTABLE PERSONSRow2: Myself.
	EXPECTED RESULTRow2: Move our 2.0 hours per RO to 2.5 hours per RO.
	START END  CHECK POINT DATESRow2: May 1st 2022.
	SPECIFIC ACTION STEPRow3: Utilize a parts runner to deliver parts.  Also, can look to tie in X Time to assist with timely deliveries.
	NECESSARY RESOURCESRow3: Xtime, Parts Personel.
	ACCOUNTABLE PERSONSRow3: Myself. 
	EXPECTED RESULTRow3: Increased production levels.
	START END  CHECK POINT DATESRow3: May 1st 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 am in the store one day a week, every Tuesday.  I will be able to track all metrics via DMS or Stone Eagle Service Metrics tool which I just signed us up with.
	A_2: Mr. Napleton may not want to sign up with X Time or hire additional personnel for a parts runner.



May get some negative feeback from Service Manager and DIspatcher. 
	A_3: Ensure we get the lowest possible cost for X Time.  Could possibly utilize the parts driver as a parts runner if he is not delivering parts. 



Will need to polish the situation to appease and get the backing of the Service Manager.




	R: 350K over the span of 1 year.
	S: We will discuss during our weekly meeting to keep it in front of us.


