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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: I want to increase my shop proficiency. Currently we are at 77.34% I want to get to 100%. I want this done by May 31, 2023
	2020 National Automobile Dealers Association All Rights Reserved: Getting to 100% aligns with the dealers goal of more. I don't care what you do but make more profit.



The benefits are universal. If we can increase our proficiency we will all benefit with better income.



The consquences are increased costs to get more vehicles through the shop. The etchnicians will complain that they do not make enough and apeasement will be the order of the day. Eventually we run out of bay space and have no choice to better utilize our space and time. 



The goal is important to me because it allows us to experience true growth and have a better work enviroment.
	SPECIFIC ACTION STEPRow1: Step one is to revamp technician pay structure
	NECESSARY RESOURCESRow1: Current technician numbers are tracked by me using hours in shop vs. hours produced
	ACCOUNTABLE PERSONSRow1: Jay Craig
	EXPECTED RESULTRow1: Increased proficiency by natural desire to make more.
	START END  CHECK POINT DATESRow1: Starts June 2, 2022. Monthly meetings to track progress planned for 2nd day of each month
	SPECIFIC ACTION STEPRow2: Improve shop scheduling
	NECESSARY RESOURCESRow2: On line schedulers from GM and CDK as well as CDK desk scheduler
	ACCOUNTABLE PERSONSRow2: BDC, Lane support, Henry, DJ, CJ
	EXPECTED RESULTRow2: Better work structure in shop
	START END  CHECK POINT DATESRow2: Starts June 2. Weekly meetings Wednesday at 10:00 with lane manager and shop managers
	SPECIFIC ACTION STEPRow3: Improve shop dispatching
	NECESSARY RESOURCESRow3: CDK desk top, Desk Route sheet
	ACCOUNTABLE PERSONSRow3: DJ and Henry
	EXPECTED RESULTRow3: Better use of technical resources
	START END  CHECK POINT DATESRow3:  Starts June 2. Weekly structure meetings with Henry and DJ
	SPECIFIC ACTION STEPRow4: Begin class guide for .3 increase to provide measureable and obtainable gains
	NECESSARY RESOURCESRow4: Base of where each tech is and goal sheet for where they need to be
	ACCOUNTABLE PERSONSRow4: Jay, Henry, CJ, and DJ

Include Briana for training purposes
	EXPECTED RESULTRow4: Methodical increases to achieve overall goal
	START END  CHECK POINT DATESRow4: Starts June 2. Updates monthly incorporated into meeting from block 1
	SPECIFIC ACTION STEPRow5: Put out that all technicians that reach 100% or better will recieve double their retention bonus in May 2023
	NECESSARY RESOURCESRow5: Charting and posting progress charts. 
	ACCOUNTABLE PERSONSRow5: Jay
	EXPECTED RESULTRow5: Create atmosphere of success and pride in performance
	START END  CHECK POINT DATESRow5: Starts June 2. Weekly postings on technician news board
	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: Progress will be tracked using technician prduction sheets, RAP reports, and financial statements
	A_2: Technician indifference and complacency



Getting correct balance of work



Improved wrirter selling performance
	A_3: Current technician and helper count allows me flexibilty to allow under achievers to persue other interests.



Having shop managers in meetings allows us to be better set to address daily shop needs



Need to do better at holding writers accountable to saless KPI's
	R: Increase will net us $170,308 additional per year
	S: Once we get to 100% we will focus on the next step which would be getting to 125% Incentives will be put in place and/or continued to reward behaviors.




