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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: I want to increase customer pay ELR right now we sit right at $130.00 on CP and I want to increase that to a minimum of $142.00.  This number should be achievable by 7/2022.  
	2020 National Automobile Dealers Association All Rights Reserved: The Gm is looking for us to be over $140.00 consistanly this year.  By achieving this goal we would be the front runner in the zone for Lithia non-highline cars.  The overall benefit would be that we the department would make more money from the increased gross.  Right now we have a steady flow of customer and are compeditively priced with our maintenance items.  By increase the price of the items by $10.00 and cap advisor discounting to 7% the ELR would increase expodentially. The consequences if we do not reach this ELR we would have to explore different advisor pay plans.
	SPECIFIC ACTION STEPRow1: remove disounting from advisors except 7%
	NECESSARY RESOURCESRow1: undate CDK
	ACCOUNTABLE PERSONSRow1: Myself 
	EXPECTED RESULTRow1: Increase income and overall department gross
	START END  CHECK POINT DATESRow1: Start 5/2022

check 5/15/2022

6/1/2022,6/15/2022,7/1/2022
	SPECIFIC ACTION STEPRow2: increase maintenance items by $10.00
	NECESSARY RESOURCESRow2: update CDK/Xtime
	ACCOUNTABLE PERSONSRow2: myself
	EXPECTED RESULTRow2: Increase income and overall department gross
	START END  CHECK POINT DATESRow2: 4/23/2022

no end
	SPECIFIC ACTION STEPRow3: monitor shop supplies by using a check out sheat
	NECESSARY RESOURCESRow3: log book used on parts counter
	ACCOUNTABLE PERSONSRow3: myself
	EXPECTED RESULTRow3: decreased expense
	START END  CHECK POINT DATESRow3: 5/2022

check by monthly

no end
	SPECIFIC ACTION STEPRow4: new sales introduction to service
	NECESSARY RESOURCESRow4: none except sales buy in
	ACCOUNTABLE PERSONSRow4: myself/gsm
	EXPECTED RESULTRow4: customer retention
	START END  CHECK POINT DATESRow4: 5/2022

monthly

no end
	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: Weekly team meetings with advisor to track their indivual ELR with bonuses linked to their progress.  I will run morning numbers daily to track progress. 
	A_2: Advisor and technicians thinking they are micro managed, Not as aggressive advertising limiting customers coming in
	A_3: Long term vision with advisors on theur carear paths.  making sure I'm still compeditive with the surrounding dealers
	R: $70800.00 monthly more in gross and $849600.00 annually
	S: Constant goal setting and traing.  


