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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific @ Measurahle o Relevant ° Time bound

!

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

I will increase the tech proficency from 99.38% to 120% By October 30, 2022

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

This goal aligns well with our already, seemingly okay proficiency based on our two techs. The Benefits of
achieving our goal are several. Firstly, it will improve Tech Satisfaction if approached in the correct manner. It
will obviously increase GP opportunities and create more GP in parts department as well. To achieve this goal
we will need to also increase Tech productivity and efficiency as well. The consequences if we don't achieve
this goal will be "if you always do what you always did, you always get what you always got". In other words, "if
you are green you are growing, it you are ripe, you start to rot." We want to be green and growing to make sure
that we don't settle for less and as a result slip into further decay by going backwards in our service department.

This goal is important to me because | want to set the bar high for our team. We are the smallest by far in our
dealer group of 14 dealerships and each one of us reports monthly the results. | want to be the David among
the Goliath's and show them how processes and monitoring them will change the whole picture and financial
statement.
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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

service team to
communicate the
plan and process.

June 6th 5:15pm

understanding of the
goal and how we go
about achieving said
goal.

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHEé::TEgINT
Meeting with entire [ Time, Meeting room |GM To have a full June 6, 2022 Reviw

Daily, weekly and
monthly.

apprentice to have
car in tech bay
before they arrive

Customer cars,
open bay

Service manager

Increase proficeincy
opportunities

daily, houly and on
each job

end of June to
communicate and
cleibrate good

behaivors and
reaiilts

motivated team

Prepick parts for Parts person and Parts peron and P/S |[near zero wait time |daily,

next day inventory manager for parts

parts on the tech's parts person and P/S manger No wait times, better |daily

Bench on all new, parts inventory profficency

non pre picked parts

Review X time and  |Daily emails and GM/SM understanding daily, each morning

DOR reports where we are and and review daily in
how to grow GM/SM one one

one each day.
Have a BBQ and the [Food and a cook GM/ Happy and Fri julylst
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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?

We will use X time to track the progress daily. We will also use the DOR | have made. (daily operating report).
We will use the meeting model that all our managers use. We will have daily huddles in the service and parts
departments. Tech's will check in each morning prior to atrt time and check out after they have clocked off thier
last job. We will have daily one one one's with each employee, (the benifits of a smal dealership).

Potential Obstacles? Potential Solutions?

Covid Solution would be maintain a healthy work
envirnment using sanitiser and houl;y sraying.

Staff not understanding Reinforce daily the expectations and prepare,
present how it is done, then have them try it and
readjust as needed.

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

0000

We are a very small service department and if we increase from 99.39 to 120% we will gain an additional $4109
in GP, keeping in mind that is more than 10% of our total service GP in any given month.

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.

I will adjust my working live docuement called the meeting model and incorperate the policy and make it a part
of each Service managers meeting program. | will have work shoulder to shoulder with the entire team to
monitor the changes and adjust, encourage and correct on the go. Inspecting daily what we expect.
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This goal is important to me because I want to set the bar high for our team. We are the smallest by far in our dealer group of 14 dealerships and each one of us reports monthly the results. I want to be the David among the Goliath's and show them how processes and monitoring them will change the whole picture and financial statement.
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Staff not understanding
	A_3: Solution would be maintain a healthy work envirnment using sanitiser and houl;y sraying.



Reinforce daily the expectations and prepare, present how it is done, then have them try it and readjust as needed.
	R: We are a very small service department and if we increase from 99.39 to 120% we will gain an additional $4109 in GP, keeping in mind that is more than 10% of our total service GP in any given month.
	S: I will adjust my working live docuement called the meeting model and incorperate the policy and make it a part of each Service managers meeting program. I will have work shoulder to shoulder with the entire team to monitor the changes and adjust, encourage and correct on the go. Inspecting daily what we expect.




