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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

o Specific m Measurahle o Relevant o Time bound

ll

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

hit 9000 hours monthly by december 2023

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

| want to be the number one toyota store in all phases. The sale of the Larry H Miller group has caused quite a
rift in our valley. There are thousands of vehicle owners looking for a new place to service and take care of
their vehicles. The asbury group has created quite the opporotunity to capatilize on.

We will be able to attract thousands of new customers to us if we are fast effecient and give customers that
personalized experience that contrasts the robotic nature of our competitor.

We wil be able to own this market and be the "one stop shop" for everyone around us.
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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

writers

manager

write up 20 tickets a
month

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHECK POINT
DATES
get 4 more service smitty service each writer should 4-28 start

12-2023 end date
check every friday in
the manager
meetings

assign a designated
lube manager

smitty service
manager

keep the right pace
and watch quality
control that we only
do a job one time

4-28 start

12-2023 end date
check every friday in
the manager
meetings

hire 4 more techs

work the referals we

smitty service

we wil be able to run

4-28 start

spending on

attracting service
cust. spend 30 k
more each month

toyota-rap

bring in 1000 hours
more a month.

have had reach out [manager 20-30 more vehicles |12-2023 end date
thru the shop daily  |check every friday in
the manager
meetings
increase advertising |max connect -digital [bezz cast a bigger netto |4-28 start

12-2023 end date
check every friday in
the manager
meetings
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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?

0000

I will track the progress with smitty on cdk and axcessa daily.

Potential Obstacles?

if we bring on a bunch of new business and we
dont handle it correctly csi will suffer, and word
will get out very quickly that we cant provide to
customer experience that we are adertising.

Potential Solutions?

Leadership is easy, all we have to manage is 2
things.

1. people

2, process

Our culture is strong and we have a bunch of
young hungry employees willing to work.

What will really make this all go, is how good we
get at simplifying and making our process as
customer friendly as possible.

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

0000

Getting to 10k hours monthly will impact us to the tune of about 250k. From where we are now.

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.

Higher tides raise all ships. Once we hit that 10k hour mark, that will be come the new expectation and knowing
my staff the way | do, We will grind on making sure that we achieve that goal. Making sure we have the
motivated bodies and are staffed correctly will be paramount to the success of this .
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