
1©2021 National Automobile Dealers Association. All Rights Reserved.

S M T

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 will increase technician proficiency  in my service department from 64% to  80% by August 2023.
	2020 National Automobile Dealers Association All Rights Reserved: Increasing technician proficiency will increase our overall labor sales and therefore gross sales as well. Our service department will become more profitable with the resources it already has. This is an important goal to run a healthy, profitable service department.
	SPECIFIC ACTION STEPRow1: evenly distribute jobs amongst techs so A techs don't get overloaded 
	NECESSARY RESOURCESRow1: management/ advisors to correctly distribute jobs
	ACCOUNTABLE PERSONSRow1: service manager 
	EXPECTED RESULTRow1: no overloaded techs to lead to lag of jobs being finished 
	START END  CHECK POINT DATESRow1: start beginning of March 2023, check point at end of each month, end date is end of august 2023
	SPECIFIC ACTION STEPRow2: implement parts runners 
	NECESSARY RESOURCESRow2: take back counter parts employee to act as part runner
	ACCOUNTABLE PERSONSRow2: parts and service manager 
	EXPECTED RESULTRow2: reduce time of technicians away from service bay therefore increasing proficiency 
	START END  CHECK POINT DATESRow2: start beginning of March 2023, check point at end of each month, end date is end of august 2023
	SPECIFIC ACTION STEPRow3: Don't allow employees to park in area of customers' cars. 
	NECESSARY RESOURCESRow3: oversight to ensure compliance 
	ACCOUNTABLE PERSONSRow3: employees and management 
	EXPECTED RESULTRow3: decrease time it takes technicians to find customers cars so they can begin job more quickly 
	START END  CHECK POINT DATESRow3: start beginning of March 2023, check point at end of each month, end date is end of august 2023
	SPECIFIC ACTION STEPRow4: Ensure high speed wifi network available 
	NECESSARY RESOURCESRow4: additional wifi modems, technical services
	ACCOUNTABLE PERSONSRow4: management 
	EXPECTED RESULTRow4: decrease lag time in Internet services to maintain efficiency in technical services 
	START END  CHECK POINT DATESRow4: start beginning of March 2023, check point at end of each month, end date is end of august 2023
	SPECIFIC ACTION STEPRow5: set up call center in BDC to contact customers to attain approval on service jobs 
	NECESSARY RESOURCESRow5: BDC employees 
	ACCOUNTABLE PERSONSRow5: Service manager 
	EXPECTED RESULTRow5: decrease time it takes to attain approval for service jobs so technicians can begin job quicker
	START END  CHECK POINT DATESRow5: start beginning of March 2023, check point at end of each month, end date is end of august 2023
	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: I will track this progress by tracking total hours billed per technician each month and compare that to our total available hours to sell based on number of technicians and available working hours per month. I will check this at the end of each month and address with our technicians and advisors. 
	A_2: Could be hard to motivate technicians to work more efficiently, especially on the weekends. 

Some parts are on back order and take time to get into the shop slowing down the technicians work.

There is a delay in advisors reaching out to customers to get approval on service jobs which slows down the ability of the technicians to begin the job. 


	A_3: Have parts runners to run parts to the technicians to decrease the time they are away from the bays.

Set up a call center through the BDC to contact service customers to increase communication with customers to allow service jobs to be started earlier. 

Have a high speed wifi network that doesn't slow down any technical work needed. 
	R: Increasing technicians proficiency from 64% to 80% would increase average month labor sales from $295143 to $358,852.
	S: I will continue to monitor monthly proficiency percentages for each technician and address with each technician who falls below 80%. 


