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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

FINANCIAL MANAGEMENT HOMEWORK – 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 
RESOURCES?

WHO IS 
ACCOUNTABLE?

EXPECTED 
RESULT?

EXPECTED 
COMPLETION 

DATE?

ACTUAL 
COMPLETION 

DATE?
CHECK OFF
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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

S M T

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
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FINANCIAL MANAGEMENT HOMEWORK – ACTION PLAN

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.  


	How does this goal align with or support your dealers vision: To increase Subaru Service OLP SS scores from 762 to 850 and increase Subaru Service OLP NPS from 62.6 to 80. This goal is for the average of all four quarters in 2020.
	1: Our dealer's vision is to make as much net profit as possible while still maintaining the highest level of employee and customer satisfaction. OLP is a measure of customer satisfaction. Our customers' satisfaction is one of the most important aspects of dealer profitability. Higher OLP scores will help our overall business effectiveness. Higher service customer satisfaction will ultimately result in increased vehicle sales. If we continue to provide sub-par customer service, overall income and community reputation will suffer. In addition, our employees will lose their Pinnacle money from Subaru. Finally, if we don't meet Subaru's OLP standards we will continue to lose thousands of dollars of factory money.
	SPECIFIC ACTION STEPRow1: replace current service courtesty washer
	NECESSARY RESOURCESRow1: HR and Subaru service manager time
	WHO IS ACCOUNTABLERow1: Subaru Service Manager
	EXPECTED RESULTRow1: better courtesy washes, higher cust. satisfaction
	EXPECTED COMPLETION DATERow1: 2-30-2020
	ACTUAL COMPLETION DATERow1: 2-24-2020
	SPECIFIC ACTION STEPRow2: Hire service advisor assistant
	NECESSARY RESOURCESRow2: Time and $ for salary for extra employee
	WHO IS ACCOUNTABLERow2: Subaru Service Manager
	EXPECTED RESULTRow2: higher cust. satisfaction
	EXPECTED COMPLETION DATERow2: 3-15-2019
	ACTUAL COMPLETION DATERow2: 2-30-2020
	SPECIFIC ACTION STEPRow3: Larger Subaru srvice loaner fleet
	NECESSARY RESOURCESRow3: higher flooring line
	WHO IS ACCOUNTABLERow3: Subaru Sales Manager
	EXPECTED RESULTRow3: better cust. satisfaction more inventory
	EXPECTED COMPLETION DATERow3: 7-1-2020
	ACTUAL COMPLETION DATERow3: 6-30-2020
	SPECIFIC ACTION STEPRow4: Fast track training for tech to become master rech
	NECESSARY RESOURCESRow4: training expenses
	WHO IS ACCOUNTABLERow4: Subaru Service Manager
	EXPECTED RESULTRow4: better diagnositics
	EXPECTED COMPLETION DATERow4: 12-31-2020
	ACTUAL COMPLETION DATERow4: 12-30-2021
	SPECIFIC ACTION STEPRow5: Weekly service advisor meetings
	NECESSARY RESOURCESRow5: time
	WHO IS ACCOUNTABLERow5: Subaru Service Manager
	EXPECTED RESULTRow5: better comm;training, + knowing expectations
	EXPECTED COMPLETION DATERow5: ongoing
	ACTUAL COMPLETION DATERow5: never
	SPECIFIC ACTION STEPRow6: Change write up process
	NECESSARY RESOURCESRow6: time for training
	WHO IS ACCOUNTABLERow6: Subaru Service Manager
	EXPECTED RESULTRow6: better cust. satisfaction
	EXPECTED COMPLETION DATERow6: 3-20-2020
	ACTUAL COMPLETION DATERow6: 9-30-2020
	SPECIFIC ACTION STEPRow7: Process bchanges in comm. between departments
	NECESSARY RESOURCESRow7: training
	WHO IS ACCOUNTABLERow7: General Manager
	EXPECTED RESULTRow7: better cust. satisfaction
	EXPECTED COMPLETION DATERow7: 3-20-2020
	ACTUAL COMPLETION DATERow7: 7-30-2020
	SPECIFIC ACTION STEPRow8: Manage larger loaner fleet
	NECESSARY RESOURCESRow8: ime
	WHO IS ACCOUNTABLERow8: Subaru service writer assisant
	EXPECTED RESULTRow8: better cust. satisfaction free up serv. mgr. time
	EXPECTED COMPLETION DATERow8: ongoing
	ACTUAL COMPLETION DATERow8: never
	SPECIFIC ACTION STEPRow9: Sell more service loaners
	NECESSARY RESOURCESRow9: time
	WHO IS ACCOUNTABLERow9: Subaru Sales Manager
	EXPECTED RESULTRow9: increased Subaru sales/allocation
	EXPECTED COMPLETION DATERow9: ongoing
	ACTUAL COMPLETION DATERow9: never
	SPECIFIC ACTION STEPRow10: 
	NECESSARY RESOURCESRow10: 
	WHO IS ACCOUNTABLERow10: 
	EXPECTED RESULTRow10: 
	EXPECTED COMPLETION DATERow10: 
	ACTUAL COMPLETION DATERow10: 
	SPECIFIC ACTION STEPRow11: 
	NECESSARY RESOURCESRow11: 
	WHO IS ACCOUNTABLERow11: 
	EXPECTED RESULTRow11: 
	EXPECTED COMPLETION DATERow11: 
	ACTUAL COMPLETION DATERow11: 
	SPECIFIC ACTION STEPRow12: 
	NECESSARY RESOURCESRow12: 
	WHO IS ACCOUNTABLERow12: 
	EXPECTED RESULTRow12: 
	EXPECTED COMPLETION DATERow12: 
	ACTUAL COMPLETION DATERow12: 
	SPECIFIC ACTION STEPRow13: 
	NECESSARY RESOURCESRow13: 
	WHO IS ACCOUNTABLERow13: 
	EXPECTED RESULTRow13: 
	EXPECTED COMPLETION DATERow13: 
	ACTUAL COMPLETION DATERow13: 
	SPECIFIC ACTION STEPRow14: 
	NECESSARY RESOURCESRow14: 
	WHO IS ACCOUNTABLERow14: 
	EXPECTED RESULTRow14: 
	EXPECTED COMPLETION DATERow14: 
	ACTUAL COMPLETION DATERow14: 
	SPECIFIC ACTION STEPRow15: 
	NECESSARY RESOURCESRow15: 
	WHO IS ACCOUNTABLERow15: 
	EXPECTED RESULTRow15: 
	EXPECTED COMPLETION DATERow15: 
	ACTUAL COMPLETION DATERow15: 
	SPECIFIC ACTION STEPRow16: 
	NECESSARY RESOURCESRow16: 
	WHO IS ACCOUNTABLERow16: 
	EXPECTED RESULTRow16: 
	EXPECTED COMPLETION DATERow16: 
	ACTUAL COMPLETION DATERow16: 
	A: Subaru Service Manager checking daily surveys and customer comments. We will track our progress on Subarunet.com. Quarterly reports break down customer comments into specific categories. The Don K Service Director will check weekly. The General Manger will check biweekly. The General Sales Manager and Subaru Sales Manager will monitor retired service loaner levels monthly. 
	A_2: 1. Trouble finding quality candidates for personnel needs.

2. Subaru loaner supply deficiencies. 

3. Retired service loaner surplus.

4. Increased personnel expense. 
	A_3: 1. Creative ideas that change some hiring practices. 

2.Ordering more when supply increases.

3.Adapting pricing strategies and inventory mix.

4. Increasing profits with more time allowed to maximize opportunities. Also, increase opportunities with added service loaners.
	R: In 2019 we received $29,332.20 in Love Promise Money, which was only around half the possible money we could have earned. Since we didn't even hit the lowest tier level in 2019, we will be receiving $0 in 2020. If we hit the highest tier level in 2020 we will earn around $50,000 in 2021 as long as we hit our 2020 OLP objectives.
	S: Continuing weekly advisor meetings. Continuation of checking OLP scores. Training new hires to meet our standards. Retaining employees with appreciation and positive culture. General Manager holding Don K Service director and Subaru Service Manager accountable.
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