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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific @ Measurahle 0 Relevant ° Time bound
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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.”

o000

Let's start with this, this past 2 weeks of class has me both scared to death "because | am not a Service
Manager, shows how much | don't know" and Greatful that | have been given the opportunity to see a
completely different side of fixed operations, at the same time.

My Goal would be to create a Profitable and Efficient department, in a positive working enviroment.

Looking at our numbers, | feel we are in a good place, gross profit at 78% , Tech proficiency is solid at 107%.
Staffing appears ok, however we should be able to achieve some more gross and increase proficiency. | think
working with dispatch may be the key..

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

| believe this would align with my Dealers vision 100%

Benifits of achieving my goal , thats simple... a department that is putting money on the BOTTOM line, having a
happy staff hungry to do it over and over again. .
Consequences, just opposite.

Why is this important to me?

| said it earlier, | am not the Service Manager, | am the Parts Manager, and the Service Manager is my
Buisness Partner, | am no good with out him and he is no good without me. " WE" need to make each others
departments work together in harmony,both efficient and profitable..

Without this in my opinion, achieving the above would not 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

give the right work
to the right Tech

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHESI:(TEgINT
manage productivity. |DMS Reporting Manager or Assistant|95% 5/1-8/1
review puch times
manage proficiency. |DMS Reporting Manager / 115% 5/1-8/1
review work orders  |Communication with |Dispatcher
maximize potential |dispatch/ possibly
assign accordingly  |shop forman
increase gross ask for the sales advisor/dispatch 79% + 5/1 8/1
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NADA c.n

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

!

How will you track your progress? Where will you find the information? How often will you check in?
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I wll utilize reporting in my DMS on a daily basis , checking WIP, Tech Efficiency & Productivity .
Dispatching Management, i can see whats assigned and unassigned , and who is it assigned to etc.
Service writer reporting , sales report, labor sales, parts sales, hours sold.

Potential Obstacles? Potential Solutions?
| wouldnt expect much in the way of obsticals Review with Tech and Dispatch to see if there is
however, | could get Tech push back if they feel an issue, if so correct.

work is not dispached fairly

Coach and monitor Advisors that are low
Service Writer failing to properly analyze performers. reinforce best practices limiting or
customer complaints during write up, hindering reomving ability to discount or alter fee structure.
Techs ability to maximize possible up sells.
too much discounting, removing fee's etc..

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

0000

Our numbers look like around 75K

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.

Department management is always a work in progress , stay the course but expect to make adjusts when
needed, business is fluid.

Weekly meetings would be held, the content would include a review of the past weeks work . The results of this
would be all partys present being aware of a possible short fall and what they need to do to adjust.

If we enaaoe in activelv manaaina our staff it accomnlishes some verv important thinas like . keenina them on
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	How does this goal align with or support your dealers vision: Let's start with this, this past 2 weeks of class has me both scared to death "because I am not a Service Manager, shows how much I don't know" and Greatful that I have been given the opportunity to see a completely different side of fixed operations, at the same time. 

My Goal would be to create a Profitable and Efficient department, in a positive working enviroment.  

Looking at our numbers, I feel we are in a good place, gross profit at 78% , Tech proficiency is solid at 107%.

Staffing appears ok, however we should be able to achieve some more gross and increase proficiency. I think working with dispatch may be the key..
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Benifits of achieving my goal , thats simple... a department that is putting money on the BOTTOM line,  having a happy staff hungry to do it over and over again. . 

Consequences, just opposite.



Why is this important to me? 

I said it earlier, I am not the Service Manager, I am the Parts Manager, and the Service Manager is my Buisness Partner, I am no good with out him and he is no good without me.  " WE" need to make each others departments work together in harmony,both efficient and profitable..

Without this in my opinion, achieving the above would not happen.. 
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	A_2: I wouldnt expect much in the way of obsticals however, I could get Tech push back if they feel work is not dispached fairly



Service Writer failing to properly analyze customer complaints during write up, hindering Techs ability to maximize possible up sells.

too much discounting, removing fee's etc..
	A_3: Review with Tech and Dispatch to see if there is an issue, if so correct.



Coach and monitor Advisors that are low performers. reinforce best practices limiting or reomving ability to discount or alter fee structure.
	R: Our numbers look like around 75K


	S: Department management is always a work in progress , stay the course but expect to make adjusts when needed, business is fluid.

 Weekly meetings would be held, the content would include a review of the past weeks work . The results of this would be all partys present being aware of a possible short fall and what they need to do to adjust.  

If we engage in actively managing our staff it accomplishes some very important things like , keeping them on track and in the game , also they will know you are there and you are watching... 


