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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

| want to increase our 5k redemption of Toyota Care from 51.05% monthly average to at 70% monthly avgerage
by 12/31/23.

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

Our vision is to capture our PMA. The previous owners (we've been there for 18 months) were 71 out of 71
dealers in redemption and Loyalty. It has been our priority to drive our customers back since day one! The
benefits of driving our customers back to us are additional potential of dollars in service with the correct people
and retention of those customers and additional sales down the road as those customers are 85% more likely to

buy from us again. The consequences of not doing it are, poor serivce gross, not retaining customers, and lost
future sales.
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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

end test drives /
walk through drive
before sale

parking spots

familiar with the
department before
the end. Make them
feel at home - added
henefits tno the sale

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT| CHECK POINT
DATES
Set Appointments at |advisors / sales salesperson customers meet 5/1 - weekly - 12/23
delivery people advisors and feel
comfortable
(BACKUP) Set Salesperson - xtime |[salesperson if no advisor - set 5/1 - weekly - 12/23
appointments in logins the appointment so
X-time if no Advisor alerts go out
avaiable
Adjust where we salesperson / salesperson customers become |tomorrow - daily -

12/23
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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?

I will track daily, by walking through the service drive and talking to the advisors about who they have seen and
who they have not. Remind that sales people daily in the meetings. | will also check x-time weekly to see who
has been set and who has not.

Potential Obstacles? Potential Solutions?
- Service closed for full experience -Salesperson has xtime access
- Adviors are busy for full experience
- Add more things to the sales process -Sell the sales people on the benefits of selling

the value of the dealership, not just the car.

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

0000

This will increas just the labor sales for 5k $2,000 per month. With our focus on reducing one line repair orders
we should be able to increas our gross by a lot overall.

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.

Our bad habits were created by the previous owners. Everything that we have changed has been welcomed by
our team because they see the gross and income for them that is generated. We shouldn't have a problem!
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