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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



FIXED OPERATIONS 2 – SERVICE
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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?
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How will you track your progress? Where will you find the information? How often will you check in? 
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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.
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SERVICE OPERATIONS HOMEWORK – ACTION PLAN


	How does this goal align with or support your dealers vision: TO INCREASE TURNED HOURS IN SHOP TO 2,800 MONTHLY FROM 2,500 BEGINNING OF  4TH QUARTER 
	2020 National Automobile Dealers Association All Rights Reserved: TO MAKE SURE TECH IS GROWING AND ACHIEVING THEIR MAXIMUM POTENTIAL 



IF GOALS ARE NOT BEING MET THAN WE ARE NOT ACHIEVING 
	SPECIFIC ACTION STEPRow1: TO MAKE SURE THE TECHS ARE ACTUALLY WORKING AN 8 HOUR DAY 
	NECESSARY RESOURCESRow1: PROFIENCY SCALES 
	ACCOUNTABLE PERSONSRow1: TECH,ADVISORS,

AND MANAGEMENT 
	EXPECTED RESULTRow1: PROFIENCY FROM EACH TECH WILL INCREASE 
	START END  CHECK POINT DATESRow1: MARCH 23 TO DECEMBER 23 
	SPECIFIC ACTION STEPRow2: INDIVIDUAL MEETINGS WITH EACH TECH TO DISCUSS THEIR PROFIENCY PERCENTAGE 
	NECESSARY RESOURCESRow2: GO OVER PROFIENCY SCALES WITH TECHS EVERY MONTH 
	ACCOUNTABLE PERSONSRow2: TECH,ADVISORS,

A ND MANAGEMENT 
	EXPECTED RESULTRow2: PROFICENCY PERCNTAGE INCREASE 
	START END  CHECK POINT DATESRow2: SAME 
	SPECIFIC ACTION STEPRow3: MEETINGS WITH ADVISORS EVERY WEEK TO DECREASE ONE LINE REPAIR ORDERS 
	NECESSARY RESOURCESRow3: ONE LINE RO'S TRACKED AND RESULATS DISCUSSED WEEKLY 
	ACCOUNTABLE PERSONSRow3: ADVISORS,

MANAGEMENT AND SHOP FOREMAN
	EXPECTED RESULTRow3: PROFIENCY  AND SALES INCREASE 
	START END  CHECK POINT DATESRow3: SAME 
	SPECIFIC ACTION STEPRow4: RELOCATING OUR QUICKLANE TO MORE CONVIENT SECTION OF THE SHOP 
	NECESSARY RESOURCESRow4: DISCUSS WITH GENERAL MANAGER AND SERVICE  MANAGERS ON COST 
	ACCOUNTABLE PERSONSRow4: QUICKLANE MANAGER AND QUICKLANE SHOP LEADER 
	EXPECTED RESULTRow4: INCREASE PROFIENCY PRODUCTIVITY  AND RO COUNT 
	START END  CHECK POINT DATESRow4: START JANUARY 1ST OF 2024 
	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: RUN DAILY REPORTS SHOWING TECHS FLAGGED HOURS FOR PREV DAY AND  CHECKIN EVERY MORNING 
	A_2: UPSELLING NEEDED ITEMS ON EACH REPAIR ORDER 
	A_3: PROVIDE SALES TRAINING FOR ADVISORS AND TECHS
	R: 38,400 INCREASED IN SALES PER MONTH 
	S: CONTINUING TO WATCH HOURS DAILY AND MAKE SURE WE DO NOT FALL BEHIND SET GOAL .ONE ON ONE MEETINGS WITH TECHS 


