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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. 
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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? 
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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: To test how phone calls are directed through the dealership, I made five phone call to the dealership requesting to the transfered to a specific department (3 calls to service,1 call to sales,1 call to parts). All of the foregoing calls that I made where dispatched inadequately and more than half the calls, I was placed on hold for more than the acceptable time. My goal is to make sure when a client calls they get directed to the correct department so that their inquires/concerns are addressed in a timely manner. The objective is to monitor the said phone calls between the customer and the employee, such as recording the call so that same can be reviewed with each department head and the employee.  
I have canvassed and retained the services of a company that designates a 1-800 number that allows for calls to be recorded (with disclosure that the calls are being recorded). Commencing March 1, 2023, the phone number will be on all dealer websites for easy access for clients. 

	2020 National Automobile Dealers Association All Rights Reserved: The goal is to achieve client satisfaction which is the cornerstone of our vision. 
Once calls are directed accordingly, the customers questions/concerns will be handled properly and efficiently.
It is crucial for employees to be able to review their respective responses to the customers inquires/concerns. This way, the employee can learn how to navigate issues and learn from any mistakes that they may have had during those calls.  

	SPECIFIC ACTION STEPRow1: Retain the services of a company that allows calls to be recorded. This will commence March 1, 2023
	NECESSARY RESOURCESRow1: The on-line dashboard allows each department manager to review the incoming calls with the respective employee.
	ACCOUNTABLE PERSONSRow1: All department managers will have access to the dashboard.
	EXPECTED RESULTRow1: Quality of incoming calls handled quickly and efficiency.
	START END  CHECK POINT DATESRow1: Commencing March 1,2023 with weekly review of all incoming calls. There will be no end date as this process is a learning curve. 
	SPECIFIC ACTION STEPRow2: 
	NECESSARY RESOURCESRow2: 
	ACCOUNTABLE PERSONSRow2: 
	EXPECTED RESULTRow2: 
	START END  CHECK POINT DATESRow2: 
	SPECIFIC ACTION STEPRow3: 
	NECESSARY RESOURCESRow3: 
	ACCOUNTABLE PERSONSRow3: 
	EXPECTED RESULTRow3: 
	START END  CHECK POINT DATESRow3: 
	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: The process will be tracked through the dashboard that will be provided by the company and reviewed by management and staff on a weekly basis. 
	A_2: It will be a work in progress to incorporate the weekly review in management and staff's schedules. 
	A_3: One of  the services that the dashboard provides is that it allows me to confirm if a review has or has not been conducted. 
	R: The cost of the service is $499 per month. If this system allows for customers to be directed to the correct department and to have their inquires/concerns addressed in a timely manner, this will increase referrals and return costumers. 
	S: With the success of the system, I will make it a routine policy so that there is no room for old habits. The process will be the new habit moving forward. 


