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e Specific @ Measurable 0 Relevant 0 Time bound

What is your goal? What do you want to achieve? From what metric? To what metric? By what date?

Increase my service customer pay GP% from 74.8 to 80% by 9/1/2023.

BOTTOM LINE: Benefits of Achieving Your Goal Consequences of Not Achieving Your Goal
More stable net profits. Net profits not Net profits drop, service department losing
heavily dictated on monthly sales. Less money in net profit. Upset customers from
non-productive technicians. Smoother experiences with poorly trained advisors.
transitions from customer drop off to Upset technicians from less work in the
customer pick ups. Better trained service shop. Less hours able to obtain.
adivsors.

9/1/2022

When will you start?

How will you gauge your progress? When? Using which metrics?

| will review the doc daily in Reynolds. Advise advisers who are behind the mark. Will
celebrate monthly with team members who increase their GP%.
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What specific actions will you take to achieve your goal? Who can help you?

Monitoring hrs/RO daily. Monitor ELR per advisor and discussing discounts given.
Restricting the discount button solely to the service manager so he has a clear understanding
of discounts given in the shop. Sales meetings with advisors weekly tracking each advisor
and discussing challenges and achievments. Promoting a shop foreman to track jobs for
each technician for better organization and time taken to complete repairs. Celebrating mile
stones with department so they understand the importance of our goals. Clearly explain
monthly goals per adivser. Break down the goals to daily targets needed to reach goal.

Celebrate advisors who see an increase in GP%.

Potential Challenges?

Unorganization in the shop with repairs.
Untrained advisors mismanaging sales to
customers, wait times, and expectations.
Technicians properly trained and capable
of repairs.

Potential Solutions?

Shop foreman who is master certified to
help train our B and C level techs.
Foreman also able to jump in on jobs
where technicians are having trouble to
help find a quick resolutions. Fixed right
the first time rising due to better training.
Service manager having more time to train
advisors and manage the service drive.
Less time dispatching and having
conversation with technicians. Direct line
of communication between shop foreman
and service manager.
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