NADA oo

SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific m 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

Our goal is to increase Customer Pay hours per RO from .85 to 1.25 by August 1st.

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?

This goal supports our dealer's vision because currently we are not as profitable as need be. The benefits
would increase sales and gross effectively and in turn would increase much needed profitability. This goal is

important because if we do not make a change we will not make the increases needed to get the profitability
numbers in line.
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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

Affintiv
Share weekly #s
durinn_ meetinas

General Manager
Peg

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHEé;:TEgINT
Auditing ROs Affintiv Service and Parts Monday/Friday
Daily follow-up with [BG Director Leadership Meeting
BG training and Staff

August 1st

Record videos

Director Service and

Technicians

Now and filling out

Full comprehensive [Parts accurate MPls
MPIs Affintiv
Work smarter with BG Daily
the writers Service Writers
Daily upselling with  [BG Service Writers Daily - ongoing
tablet Techniciabs
working daily Affintiv
objectiions with
customers
liason holding Your Staff General reporting Monday
everybody Affintiv Friday after
BG Manager Leadership Meeting
Peg Ownership Call

Mondays- August 1st
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NADA c.n

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

!

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

We hold meetings twice a week where we report numbers to the owner.
Attendees include Peg, GM, SM, Finance, Service and Parts Director, Parts, BDC
Monday- Peg and GM have Call with Owner, VP and Director of Operations

Potential Obstacles? Potential Solutions?
Technicians push backs on spending times on Service Director holding Accountable means
MPIs more hours sold more money in their pocket
Director inspecting ROs Affintiv reports shows untilization of tool to hold

accountability
Director holding staff accountable

Director is managing properly and we reach our
Service Writers do not utilizes Affintiv to its August 1st goal
fullest potential.

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

0000

$600,000 a year gross. Doubling hours sold, (hours per RO equates to $600,000 annually)

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.

We take pride in our on-going meetings and how we have improved this particular location. It was really this
class that peeled the onion and took it to this level. We are going to add reporting to include weekly numbered
ROs, and have Judy share updates based on inspection. We know that this will be crawl, walk, run but feel
certain we can meet this August 1st deadline!

©2021 National Automobile Dealers Association. All Rights Reserved.



	How does this goal align with or support your dealers vision: Our goal is to increase Customer Pay hours per RO from .85 to 1.25 by August 1st.  
	2020 National Automobile Dealers Association All Rights Reserved: This goal supports our dealer's vision because currently we are not as profitable as need be.  The benefits would increase sales and gross effectively and in turn would increase much needed profitability.  This goal is important because if we do not make a change we will not make the increases needed to get the profitability numbers in line.  
	SPECIFIC ACTION STEPRow1: Auditing ROs

Daily follow-up with BG training and Affintiv 

Share weekly #s

during meetings
	NECESSARY RESOURCESRow1: Affintiv

BG

Staff

General Manager

Peg
	ACCOUNTABLE PERSONSRow1: Service and Parts 

Director 
	EXPECTED RESULTRow1: 
	START END  CHECK POINT DATESRow1: Monday/Friday 

Leadership Meeting



August 1st
	SPECIFIC ACTION STEPRow2: Record videos

Full comprehensive MPIs

Work smarter with the writers
	NECESSARY RESOURCESRow2: Director Service and Parts

Affintiv

BG

Service Writers
	ACCOUNTABLE PERSONSRow2: Technicians
	EXPECTED RESULTRow2: 
	START END  CHECK POINT DATESRow2: Now and filling out accurate MPIs



Daily
	SPECIFIC ACTION STEPRow3: Daily upselling with tablet 

working daily objectiions with customers
	NECESSARY RESOURCESRow3: BG 

Techniciabs

Affintiv 
	ACCOUNTABLE PERSONSRow3: Service Writers 
	EXPECTED RESULTRow3: 
	START END  CHECK POINT DATESRow3: Daily - ongoing
	SPECIFIC ACTION STEPRow4: liason holding everybody 
	NECESSARY RESOURCESRow4: Your Staff

Affintiv

BG

Peg
	ACCOUNTABLE PERSONSRow4: General



Manager
	EXPECTED RESULTRow4: 
	START END  CHECK POINT DATESRow4: reporting Monday Friday after Leadership Meeting

Ownership Call 

Mondays- August 1st
	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: We hold meetings twice a week where we report numbers to the owner. 

Attendees include  Peg, GM, SM, Finance, Service and Parts Director, Parts, BDC

Monday-  Peg and GM have Call with Owner, VP and Director of Operations




	A_2: Technicians push backs on spending times on MPIs



Director inspecting ROs 



Director holding staff accountable 



Service Writers do not utilizes Affintiv to its fullest potential.
	A_3: Service Director holding Accountable means more hours sold more money in their pocket



Affintiv reports shows untilization of tool to hold accountability



Director is managing properly and we reach our August 1st goal




	R: $600,000 a year gross.   Doubling hours sold, (hours per RO equates to $600,000 annually) 
	S: We take pride in our on-going meetings and how we have improved this particular location.  It was really this class that peeled the onion and took it to this level.  We are going to add reporting to include weekly numbered ROs, and have Judy share updates based on inspection.  We know that this will be crawl, walk, run but feel certain we can meet this August 1st deadline!


