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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific m Measurable 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

My goal is to get overall technician proficiency to 100% by july 1st

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?

This goal will assist us with achieving a higher fixed absorption.

If we are not able to reach our goal the store will have to rely on front end

sales to cover the majority of the expenses.

We have been able to increase net profit year over year since we purchased the store 2 years ago.
This year is no exception....on and up.
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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 CHEé:;\(TEgINT

Concentrate on use experience to Bob Conn increase in 05/15/23 start
dispatching the right |determine who to go production 100% by July 1
job to the right to James Cavanaugh cp-daily
technician

rth report
Schedule for each Concentate on Bob Conn Increasing production [05/15/23 start
day for enough work |building appts with with enough volumn [cp-daily
load for capacity manifest list calls and [James Cavanaugh |to allow maxinum

getting sop parts results

installation
Put techs to 5 day Report tech hours James Cavanaugh |Will increase 05/15/23 start
week from modified [report(cdk) production based
schedule upon tech’s ongoing

effficiency each day

Tech’s, Parts & CDK training James Cavanaugh |Will keep tech’s in the|05/15/23 start
advisors to start bay working to avoid
usingelectronic parts |Jim Cavanaugh distractions
request and request
for work
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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?

0000

CDK, Report technician hours summary will be checked daily to verify each technician achieving 100% hours
available

Potential Obstacles? Potential Solutions?

1) Low workload 1) Using sales BDC to call service manifest list
and sales customers
2) Wrong job/wrong tech

2) Focus on dispatching duties
3) Parts availability

3) Clean up parts inventory using
Phase in/Phase out best practices

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

0000

Our increase in hours available would be 229.59 @ at our effective labor rate of $125.47 would mean a
$28,806.66 in service gross and increaseing our gross rretention % with less unapplied labor.

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.

The best way to keep the ball rolling would be to have weekly meetings with service/parts and setup %
expectations and teach everyone how these numbers effect them personally. Then review weekly to insure
everyone knows where we stand and where we need to be
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