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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
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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

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

SERVICE OPERATIONS HOMEWORK – ACTION PLAN


	How does this goal align with or support your dealers vision: The ultimate goal is to obtain 2800 flagged hours from my techs per month.  Currently on average we are turning 2500 and 2800 would be a 300 flagged hour increase.  Increasing techs proficiency 5% each quarter will be a short term goal that will lead to the ultimate goal of 3000 hours if achieved.  The date that seems feasible of implementing the new processes and training that this will take to ensure success will be the beginning of 4th quarter of this year. 
	2020 National Automobile Dealers Association All Rights Reserved: Our goal at our dealership is to make sure each employee is growing and achieving their maximum potential.  If we achieve our goal, the benefits to the dealership would be tremendous. The culture of the dealership should be better if everyone is making more money but also setting goals for techs and ensuring there is a career path for them would hopefully prevent burn out.  If our goals weren't achieved we may lose valuable techs. This is important to me because I want our techs to believe this is the best place to work and if they work hard they can achieve whatever they want.   
	SPECIFIC ACTION STEPRow1: Individual meetings with each tech to discuss their proficiency %
	NECESSARY RESOURCESRow1: Proficiency scales for each tech 
	ACCOUNTABLE PERSONSRow1: Technicians, advisors, and myself
	EXPECTED RESULTRow1: Proficiency of each tech increased. 
	START END  CHECK POINT DATESRow1: Start 3/01/23, End12/31/23

Check bi-weekly to make sure on track to see 5% increase
	SPECIFIC ACTION STEPRow2: Meetings with advisors weekly to try to decrease our one line ROs 
	NECESSARY RESOURCESRow2: One line RO results tracked and discussed weekly
	ACCOUNTABLE PERSONSRow2: Advisors, myself
	EXPECTED RESULTRow2: Proficiency of techs increased. 
	START END  CHECK POINT DATESRow2: Same as above
	SPECIFIC ACTION STEPRow3: Discuss moving quicklane dept. to different part of shop to make it more efficient 
	NECESSARY RESOURCESRow3: Contact with General manager and ownership for funding 
	ACCOUNTABLE PERSONSRow3: General manager, myself
	EXPECTED RESULTRow3: Increase RO count in quicklane
	START END  CHECK POINT DATESRow3: Start 6/01/23
	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: I will track progress by looking at tech hours every week and making sure we are seeing a 5% increase overall on our tech proficiency. I will find the information on our RO analyis we make every week and make sure to check it weekly. 
	A_2: 1 Upselling needed items on each RO                 2 Getting backed up on normal work coming through the shop if we do sell a lot more services. 
	A_3: 1 Provide sales training for advisors and techs    2 Use some of the quicklane techs to help the line techs out if we do start getting backed up 
	R: The increase sales per month would be $38,400 if the 300 hour increase was met.
	S: Continue monitoring hours closely every week and make sure we are not falling behind the goal set. Also one- on-one meetings with techs to make sure their needs are also being met.


