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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



FIXED OPERATIONS 2 – SERVICE
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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: Increase month sales by $25,000 by end of July 2022
	2020 National Automobile Dealers Association All Rights Reserved: The goal aligns with the dealer vision because we want to be #1 in the state with everything we do.



Benefits of achieving the goal will increase sales in the parts department, increase flag time for techs, increase service advisor commission and will encourage them to upsell.



If we don't achieve the goal, the parts department, service advisors and techs will remain the same.



This goal is important to me because I want to have the best service and employees.
	SPECIFIC ACTION STEPRow1: Train service advisors to upsell
	NECESSARY RESOURCESRow1: 
	ACCOUNTABLE PERSONSRow1: Service Manager

Service Advisors

Technicians
	EXPECTED RESULTRow1: Upsell to customers
	START END  CHECK POINT DATESRow1: 
	SPECIFIC ACTION STEPRow2: Parts department to stock available parts or turn around time
	NECESSARY RESOURCESRow2: 
	ACCOUNTABLE PERSONSRow2: Parts Employees

Service Manager
	EXPECTED RESULTRow2: have open lines of communication between parts and service
	START END  CHECK POINT DATESRow2: 
	SPECIFIC ACTION STEPRow3: Help technicians in time management so we are getting vehicles through in timely matter
	NECESSARY RESOURCESRow3: 
	ACCOUNTABLE PERSONSRow3: Technicians

Service Advisor
	EXPECTED RESULTRow3: Decrease diagnostic time
	START END  CHECK POINT DATESRow3: 
	SPECIFIC ACTION STEPRow4: 
	NECESSARY RESOURCESRow4: 
	ACCOUNTABLE PERSONSRow4: 
	EXPECTED RESULTRow4: 
	START END  CHECK POINT DATESRow4: 
	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: Run a daily sales report to track the daily progress on the DMS system.
	A_2: - National Back order of parts





- service advisors not upselling





 - technicians running into additional problems during diagnostics
	A_3: - Find after market parts and work with warranty to use those



- train service advisors and give them incentives if they meet a goal



- use an apprentice to increase productivity
	R: The financial impact of meeting this goal will be increase effective labor rate closer to door rate. Increase labor sales by $25,000. Increase parts revenue (amount is depending upon which parts are needed)
	S: Once this goal is achieved, policy and procedures will needed to be put in place to sustain the increase. Very important to have everyone on board daily to achieve the goal. Continue to offer incentives to acheive a personal goal for service advisors.


