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S M T

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
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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

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: My Goal is to increase technicians efficiency from 63% to 85 % by august 15 ,2023.
	2020 National Automobile Dealers Association All Rights Reserved: Technicians with better efficiency rate simply means more work getting done and less time lost which align perfectly with our dealer's vision of maximizing services to our customers during business hours. 
By being 22% more efficient we will be able to take more jobs in less time period, get our vehicles "front line ready" faster which will generate more profit . If we're not able to increase our efficiency we will be leaving profit on the table due to the slow process and eventually continue to loose customers and potentially deal with aged inventory situation simply because technicians take to long to get vehicles ready.
As a Sales Manager the faster my techs are able to get my vehicles ready , the faster I'm able to sell and maximize profit without having to deal with aged inventory situation and be forced to reduce my profit in order to get ride of a aged unit and end up paying higher flooring fees!
	SPECIFIC ACTION STEPRow1: Training 
	NECESSARY RESOURCESRow1: Factory training 
Professional training
	ACCOUNTABLE PERSONSRow1: Service Manager 
Technicians
	EXPECTED RESULTRow1: Learn how to manage time 
	START END  CHECK POINT DATESRow1: June 1st - June 15

	SPECIFIC ACTION STEPRow2: Having a writing Process in place 
	NECESSARY RESOURCESRow2: N/A
	ACCOUNTABLE PERSONSRow2: Service Manager 
Technicians 
	EXPECTED RESULTRow2: Held Techs accountable , help them stick to the process put in place 
	START END  CHECK POINT DATESRow2: June 15 - Always
Check if process is being followed on daily basis  
	SPECIFIC ACTION STEPRow3: Giving clearly defined goals
	NECESSARY RESOURCESRow3: N/A
	ACCOUNTABLE PERSONSRow3: Service Manager 
Technicians
	EXPECTED RESULTRow3: motivate techs to accomplish giving goals and held them accountable and keeps them focused
	START END  CHECK POINT DATESRow3: June 15 -Always 
Goals will need to be tracked and checked on daily basis
	SPECIFIC ACTION STEPRow4: 
	NECESSARY RESOURCESRow4: 
	ACCOUNTABLE PERSONSRow4: 
	EXPECTED RESULTRow4: 
	START END  CHECK POINT DATESRow4: 
	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: technicians efficiency must be measured and shared with team using our DMS. Service Manager need to be going over the results on monthly basis .
	A_2: After seeing my technicians using sales department PC I can see that slow Wifi / Internet Speed is one obstacle that may be slowing down our technicians when they're trying to look up a video on how to fix something.
	A_3: We need to get with our IT team and  figure out how to provide efficient wifi  / tablets to our technicians so they're able to access the resources they need without having to leave a car they're working on to find speedy Internet. 
	R: the first level of improving efficiency by only 22% will increase our sales another $19,910.

	S: Now we would continue to monitor , measure and share efficiency results with technicians. We will hold them accountable to those results and long with offering them rewards when they're reaching their designated goals. 


