NADA oo

SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

o Specific @ Measurable o Relevant o Time bound

ll

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

There are many goal at this time. If | had to choose one, | would like to start with improving technician efficiency.

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?

With technician efficiency coming up, | can then focus on improving technician proficiency. As technician
proficiency increases, dollars generated will rise. If | do not get the numbersa up, | can be held accountable up
to and including termination. As a technician, | was always focused on productivity and efficiency. | believe this

should be a important belief to all service technicians. Not only to increase sales, but to increase their own
wealth.
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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

work.

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHEé::TEgINT
Ensure advisors are |[DMS scheduler Service Manager Increased volume of [l have always been
scheduling the vehicles. pushing for this,
proper amount of even as a

technician. There is

no end point. Check
dailv

Ensure the correct

DMS scheduler and

Service Manager

Increased efficiency

Again, no starting or

tools.

technician is doing  [dispatching. and productivity. ending points.

the correct job. Continuous
monitoring.

Ensure vehicles are |Porters Service Manager Increased efficiency |Continuous

brought in to and productivity. monitoring

technicians ans

parked for them.

Ensure parts are Parts personnel Parts Manager Increased efficiency |[Continuous

being brought to and productivity. monitoring

technicians

Ensure technicians [Vendors Myself Increased efficiency |Continuous

have the correct and productivity monitoring
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NADA c.n

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

ll

How will you track your progress? Where will you find the information? How often will you check in?

| can track the progress through the RO analysis report through our DMS

Potential Obstacles? Potential Solutions?

Non-compliance with other departments Give them no alternative

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

0000

Our total average labor rate was $141.62 in January 2023. Our customer rate is $175 and our warranty rate is
$174.90. | would like to see this within $10 of door rate within 6 months. Potentially increasing our monthly labor
sales $25000 to $30000 per 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 have to stay in communication with The parts and Service Managers to ensure that standars are never
lowered. These will be expectations moving forward.
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