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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific m Measurable o Relevant o Time bound

ll

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

My objective is to help raise our hours per RO from 1.2 to 2.0, including maintenance. | would like to
accomplish this by August 31st.

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?

The overall goal is to help generate more profit for the service department. Being down a hand full of tech's is
starting to hurt the overall numbers. If we can increase the money we're making per RO, that will help recoup
some profit for the store.
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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

Customer

with the customer
showing what the
vehicle needs.

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHECK POINT
DATES
MPI Smartphone/Tablet | Technician photograph and May 1st, Monday
video anything worth | and Thursday
fixing/upselling morning meetings
MPI Delivery to Smartphone/Tablet | Service Advisor Go over the video May 1st, Monday

and Thursday
morning meetings

Ensure all
technicians
completing 100%
MPI Video/Pictures

Run report through
Wi-Advisor to ensure
MPI's being
completed

Service Manager

100% MPI
Video/Pictures

May 1st, Monday
and Thursday
morning meetings,
review completion %
w/ technicians
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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?

Verify through Wi-Advisor that the technicians have a completed MPI for each RO written.

Potential Obstacles? Potential Solutions?
Convincing older technicians to use the Have young staff members help walk them
technology. Need a full commitment from each through to feel comfortable, or even having the
Technician apprentices/lube techs step in to help film while

the tech goes over the vehicles needs.

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

0000

Increasing the rate from 1.2 to 2.0 will generate an additional $80,000 in gross profit. Almost 1 million for the
year.

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 need to stick to the plan. Continue reviewing the process each Monday and Thursday morning meeting.
Any staff members who aren't falling in line will need to be disciplined.
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