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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

©2021 National Automobile Dealers Association. All Rights Reserved.2

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: Increase Technician efficiency and proficiency from 47% to 70% by September 30th, 2023.
	2020 National Automobile Dealers Association All Rights Reserved: This goal is something that I have spoke with our Service Manager about in the last week and something that aligns directly with our dealerships vision.





Some benefits of acheiving our goal are :



- Complete more RO's in less time, which will lead to fast turn around times



- Increase GP for the Service department 



- Increase customer satisfaction by reducing customer wait times





Some of the consequences if we don't reach our goal are:





- Potential lower customer satisfaction



-  Potential Loss of GP 



-Longer wait times to book service which may in turn lead to loss of customers going elsewhere.





The reason this goal is important to me is for the simple fact of increasing efficiency and proficency will lead to higher gross profit. WIth higher GP technicians will make more and everyone will benefit.


	SPECIFIC ACTION STEPRow1: Ensure the right technician is assigned to the right job.
	NECESSARY RESOURCESRow1: Time and buy in from all
	ACCOUNTABLE PERSONSRow1: Tower operator and service Manager
	EXPECTED RESULTRow1: Tech efficency will increase
	START END  CHECK POINT DATESRow1: May 1st- Always and monitor on a month basis
	SPECIFIC ACTION STEPRow2: Monitor every job and the time it takes for each Tech to complete the job
	NECESSARY RESOURCESRow2: Excel spreasheet and reports from our DMS
	ACCOUNTABLE PERSONSRow2: Service Manager
	EXPECTED RESULTRow2: by monitoring this, we then in turn should be able to make adjustments to who we assign work too,
	START END  CHECK POINT DATESRow2: May 1st- Always



discuss on a weekly basis
	SPECIFIC ACTION STEPRow3: Optimize scheduling and task management.
	NECESSARY RESOURCESRow3: Appt cordinator/tower operator knowledge 
	ACCOUNTABLE PERSONSRow3: Appt cordinator/Service Manager/Tower Operator
	EXPECTED RESULTRow3: This will help reduce dowtime and speed up productivity 
	START END  CHECK POINT DATESRow3: May 1st-Always



discuss daily with all involved
	SPECIFIC ACTION STEPRow4: Provide ongoing training 
	NECESSARY RESOURCESRow4: Ford Pro Training and in house trainging manuals
	ACCOUNTABLE PERSONSRow4: Service Manager, Myself and GM
	EXPECTED RESULTRow4: Will keep fresh reminders to help them improve their efficiency and proficiency 
	START END  CHECK POINT DATESRow4: Monthly starting May 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 will track our progress monthly by looking at DMS reports and correcting accordingly throughout our journey to attaining our goal.
	A_2: - Resistance to Change



- Lack of training or willingness 



-Parts being on back order 



- Parts not buying in to our new goal
	A_3: -Address resistance right from the on set of implementation 



- Ensure ongoing training for all employees involved



- Involve Parts with the plan before it is implemented 
	R: The Financial impact could be potentially upwards of $75000 in GP. We will meet on a weekly basis with all parties involved to track progress. 
	S: -We will ensure that our goal is met, once our goal is met we will set a new goal to increase productivity and efficiency even more.


