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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

o Specific m Measurahle o Relevant o Time bound

!

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

Customer retention is possibly the most important in the service department. Track clients repeat visits,
purchased from us and monitor customer feedback. Should be able to track customer churn rate in 90 days.

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?

R

It aligns with our vision by giving world class service and experience. The benefit is keeping our current clients
who bought from us and attracting new clients who visited our service department for the first time returning
back to us. Customer loss can lower the morale of the service advisors, techs and give off negative
introspection of our work and service. This goal is extremely important, without it results in loss of revenue.
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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

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHEEA(TEgINT
HUDDLE W/ BDC SERVICE DIR. MAKING AAN MAY 1ST TO DEC
EVERYONE TO GO [SOFTWARE SERVICE ADVISOR [APPOINTMENT 31ST. CHECK
OVER ALL THE THE CREW VALET/PORTER FOR THEIR NEXT [EVERY FRIDAY

APPOINTMENTS VISIT
FOR THAT DAY
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SERVICE OPERATIONS HOMEWORK — ACTION PLAN

!

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

Run a report for each service advisors each month and measure bi-weekly to see if our processes are
consistent and if there was any fail inspections or a lack of quality control in 3 month period.

Potential Obstacles? Potential Solutions?
Personnel turnover Above pay plan to prevent employees leaving.
Software/technology Provide advance training
Pandemic Update technology or crm software
No complete plan Strong Process
Wrong management

Market

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

0000

2022 YTD gross sales was $4.8 million impact by addition $500K. Where 2023 YTD $5.3 million

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.

At the start of every month see if the advisors were succesful in making return appointments for their clients
before they left. How many clients made another appointment before they left to guage if we are making the
effort to retain previous and first time clients. It's achievable if we are a keen on process control.
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