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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. 

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
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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.

S A

SERVICE OPERATIONS HOMEWORK – ACTION PLAN


	How does this goal align with or support your dealers vision: VN CDJR WOULD LIKE TO INCREASE OUR ABSORPTION RATE FROM 67% TO 80% BY END OF 3RD QUARTER THIS YEAR.
	2020 National Automobile Dealers Association All Rights Reserved: THE BENEFTIS OF THIS INCREASE ARE DRIVEN BY 2 SEPERATE THINGS, A DECREASE IN OVERALL EXPENSE AND AN INCREASE IN GROSS IN THE SERVIEC AND PARTS DEPARTMENTS.



THE BENEFIT IS MORE PROFITABILITY AND A DECREASE RELIANCE ON THE NEW CAR DEPARTMENT TO COVER OUR EXPENSES. 



THE CONSEQUENCES OF NOT HITTING THIS IS AN INCREASED RELIANCE ON THE NEW CAR DEPARTMENT WHICH CAN BE VERY VOLATILE ONCE THE CAR INDUSTRY RETURNS TO ITS NORMALCY.



IT IS IMPORTANT BECUASE ITS A MEASURE OF THE STORES HEALTH AND CAN CARRY THE STORE THROUGH ROUGH PATCHES THAT WE MAY BE FACING IN THE NEAR FUTURE.
	SPECIFIC ACTION STEPRow1: TRAIN SERVICE ADV TO COMMUNICATE UPSELLS
	NECESSARY RESOURCESRow1: HAVE OUTSIDE COMPANY TRAIN 
	ACCOUNTABLE PERSONSRow1: SERVICE DIRECTOR
	EXPECTED RESULTRow1: MORE UPSELLS
	START END  CHECK POINT DATESRow1: -IMMEDIATLY

-END OF 3RD QT

-WEEKLY
	SPECIFIC ACTION STEPRow2: INCREASE MARKETING 
	NECESSARY RESOURCESRow2: INCREASE AD SPEND TO TARGET HIGH DOLLAR CUSTOMERS (HEAVY DUTY)
	ACCOUNTABLE PERSONSRow2: MARKETING DIRECTOR
	EXPECTED RESULTRow2: INCREASED SERVICE DRIVE TRAFFIC
	START END  CHECK POINT DATESRow2: -IMMEDIATLY

-END OF 3RD QT

-MONTHLY
	SPECIFIC ACTION STEPRow3: OPEN SHOP TO ALL BRANDS
	NECESSARY RESOURCESRow3: USE MARKETING AND DATABASE OF USED CARS PREVIOUSLY SOLD
	ACCOUNTABLE PERSONSRow3: SERVICE ADVISORS
	EXPECTED RESULTRow3: MORE OFF0BRAND COMIG THROUGH
	START END  CHECK POINT DATESRow3: -IMMEDIATLY

-END OF 3RD QT

-DAILY 
	SPECIFIC ACTION STEPRow4: STREAMLINE SERVICE PROCESSES TO INCREASE EFFICIENCY
	NECESSARY RESOURCESRow4: SHOP FOREMAN MAKING SURE TECHS ARE CONSTANTLY WORKING
	ACCOUNTABLE PERSONSRow4: SHOP FOREMAN
	EXPECTED RESULTRow4: INCREASED EFFICIENCY %
	START END  CHECK POINT DATESRow4: -IMMEDIATLY

-END OF 3RD QT

-DAILY
	SPECIFIC ACTION STEPRow5: INCREASE CP RATE
	NECESSARY RESOURCESRow5: INCREASE DOOR RATE, SLOWLY BUT SURELY, NOT TO LOSE ANYONE
	ACCOUNTABLE PERSONSRow5: SERVICE DIRECTOR
	EXPECTED RESULTRow5: HIGHER CP ON TICKETS
	START END  CHECK POINT DATESRow5: -IMMEDIATLY

-END OF 3RD QT

-ONE-TIME THING
	SPECIFIC ACTION STEPRow6: SUBMIT FOR WARRANTY RATE INCREASE
	NECESSARY RESOURCESRow6: HIRE OUTSIDE COMPANY TO SUBMIT
	ACCOUNTABLE PERSONSRow6: SERVICE DIRECTOR TO HIRE COMPANY
	EXPECTED RESULTRow6: HIGHER LABOR RATE ON WARRANTY
	START END  CHECK POINT DATESRow6: -IMMEDIATLY

-END OF 3RD QT

-ONE-TIME THING
	SPECIFIC ACTION STEPRow7: REDUCE EXPENSE THROUGH NON-ESSENTIAL PERSONELL 
	NECESSARY RESOURCESRow7: TERMINATE OR MOVE ANY EMPLOYEES NOT HELPING TOWARDS GOAL
	ACCOUNTABLE PERSONSRow7: GM/SERVICE DIR
	EXPECTED RESULTRow7: REDUCED EXPENSE
	START END  CHECK POINT DATESRow7: -IMMEDIATLY

-END OF 3RD QT

-AS NECESSARY
	SPECIFIC ACTION STEPRow8: 
	NECESSARY RESOURCESRow8: 
	ACCOUNTABLE PERSONSRow8: 
	EXPECTED RESULTRow8: 
	START END  CHECK POINT DATESRow8: 
	A: WILL TRACK THE PROGRESS BASED OFF THE FINANCIAL STATEMENT. WILL CALCULATE USING OUR TOTAL EXPENSE AGAINST OUR SERVICE AND PARTS. MONTHLY WILL CHECK WHEN THE STATEMENT IS COMPLETED. BUT MOST OF THE WAY TO GET THERE WILL BE A DAILY OR WEEKLY MEASUREMENT.
	A_2: NOT GETTING WARRANTY INCREASE



EXPENSES NATURALLY INCREASING



SPACE CAPACITY LIMITING INCREASED VOLUME



PUSH BACK FROM STAFF 



PUSH BACK FROM CUSTOMERS TO INCREASED COST
	A_3: HIRE A REPUTABLE COMPANY TO GET INCREASE



REDUCE EXPENSE IN OTHER AREAS TO OFFSET



PURCHASING ANOTHER LOCATION TO SERVICE CARS



SHOW STAFF THE BENEFITS TO THEIR PAY



EXPLAIN TO CUSTOMERS THE COST OF DOING BUSINESS HAS INCREASED
	R: THIS CHANGE CAN BRING $130,000 IN NET PROFIT TO THE BOTTOM LINE 
	S: FIRST, HOLD MYSELF ACCOUNTABLE, IT STARTS WITH ME. MEASURE CONSTANTLY. TIE IN THE SERVICE DIRECTORS PAY TO THE ABSORPTION RATE SO THEY ALSO HOLD THEMSELVES ACCOUNTABLE.


