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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
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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? 
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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: We will decrease our abandoned Service calls from 14% to 5% by August 31,2023
	2020 National Automobile Dealers Association All Rights Reserved: In April we received 4264 calls.2997 were answered 658 were redirected and 609 were abandoned. 609 abandoned calls causes loss in customers, loss in revenue,bad CXI, bad google reviews .Benefits of achieving our goal is customer retention,increase in customer database, increased revenie and good CXI. This goal is important to me because the phone call is he first impression the customer gets on our dealership. If our phone calls are not answered in a timely manner,customers are not greeted in a friendly amnner and thier quesions are not answered we lose them to the competition. This is unacceptable. Customers can go anywhere. We need them a reason to choose us. I f the basic phone call isn't handled correclty it will set the mood for their whole interaction with us.. if we even get the opportunity.
	SPECIFIC ACTION STEPRow1: REDO SYSTEM SET UP- PROMPT FOR EACH SA REDONE WITH UP TO DATE EMPLOYEES, 
	NECESSARY RESOURCESRow1: OPENROAD IT - REDO MESSAGE SYSTEM AND OPTIONS
	ACCOUNTABLE PERSONSRow1: ABDUL
	EXPECTED RESULTRow1: CUSTOMERS WILL HAVE AN OPTION TO SPEAK DIRECTLY TO SERVICE ADVISOR/LEAVE VM DIRECTLY OR SPEAK TO CALL CENTRE FASTER
	START END  CHECK POINT DATESRow1: DONE 05/16/2023
	SPECIFIC ACTION STEPRow2: SA MEETING FOR CUSTOMERS TO BE GIVEN UPDATES ON WORK DURING PROGRESS MINIMUM 2 TIMES
	NECESSARY RESOURCESRow2: CDK NOTES TO BE ADDED
	ACCOUNTABLE PERSONSRow2: LEE AND ABDUL
	EXPECTED RESULTRow2: ACCOUNTABILTY TO SHOW CALLS ARE BEING MADE- CALLS BEING MADE WILL REDUCE CUSTOMERS CALLING IN FOR UPDATES
	START END  CHECK POINT DATESRow2: 05/16 START WORK WITH SM TO SEE HOW NOTES CAN BE ADDDED AND WHERE IN CDK
	SPECIFIC ACTION STEPRow3: WEEKLY PULL OF PHONE CALL LOG TO CHECK PROGRESS OF CALLS
	NECESSARY RESOURCESRow3: IT TEAM TO SET UP LIST PULL WEEKLY - SEND TO SERVICE MANAGERS EMAIL EVERY MONDAY
	ACCOUNTABLE PERSONSRow3: ABDUL AND LEE
	EXPECTED RESULTRow3: ACCOUNTABILTY
	START END  CHECK POINT DATESRow3: 05/23(TUESDAY AS MONDAY IS A HOLIDAY)CONTACTING IT TEAM CHECKING WEEKLY NO END DATE TILL GOAL ACHEIVED THEN CONTINUE TO MONITOR MONTHLY
	SPECIFIC ACTION STEPRow4: HIRE SECOND CALL CENTRE EMPLYEE
	NECESSARY RESOURCESRow4: AD TO BE DONE
	ACCOUNTABLE PERSONSRow4: TIFFANY AND LEE
	EXPECTED RESULTRow4: HIRE CALL CENTRE EMPLOYEE TO AVOID AND ABANDONED CALLS
	START END  CHECK POINT DATESRow4: START DATE 05/15/2023 MEGA WAS HIRED AND WILL START JUNE 15TH
	SPECIFIC ACTION STEPRow5: CALL LIST WILL BE REVEWED AT FIRST WEEKLY EVERY MONDAY IN OUR MORNING MANAGER MEETING
	NECESSARY RESOURCESRow5: CALL LIST
	ACCOUNTABLE PERSONSRow5: ABDUL,LEE AND TIFFANY
	EXPECTED RESULTRow5: ACCOUNTABILITY OF CALLS BEING ANSWERED 
	START END  CHECK POINT DATESRow5: 05/23/2023 ONGOING
	SPECIFIC ACTION STEPRow6: REVIEW ALL STEPS AND ACTIONS AND SEE IF ANY CHANGES NEED TO BE MADE
	NECESSARY RESOURCESRow6: 
	ACCOUNTABLE PERSONSRow6: ABDUL, LEE AND TIFFANY
	EXPECTED RESULTRow6: CHECK TO MAKE SURE APPROPRITE PROGRESS HAS BEEN MADE
	START END  CHECK POINT DATESRow6: 09/05/2023
	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: PROGRESS WILL BE TRACK BY CALL LOG REPORT PULLED BY OUR IT TEAM/PHONE SYSTEM- REPORT FOR APRIL ATTACHED
	A_2: -SA NOT UPDATING CUSTOMERS BECAUSE THEY ARE "TOO BUSY"

-
	A_3: -SM TO MONITOR SA TIME - SA MAY ALSO USE KAMOBI TO TEXT INSTEAD OF CALL
	R: IN APRIL WE GROSSED $337044 IN CUSTOMER PAY LABOUR ON 1430 RO'S. THATS AN AVERAGE OF $235.70 IN LABOUR ONLY PER RO.SO USING APRIL AS AN EXAMPLE AND WE ANSWERED 2997 CALLS AND WE HAD 1734 CP AND WARRANTY RO'S WE CLOSED 58% OF OUR CUSTOMERS ON APPTS. AT ONLY 5% ABANDONED CALLS WE COULD HAVE 2350 APPTS. 1944 BEING POSSIBLE CP.I WOULD SAY 10% OF THOSE IS A POSSIBLE INCREASE OF 194 MORE APPTS. THIS WOULD INCREASE GP BY $45590 ON AVERAGE ON A MONTHLY BASIS.
	S: WE WILL CONTINUE TO PULL CALL LISTS ON A MONTHLY BASIS TO MAKE SURE NO MORE THAN 5% OF CALLS ARE ABANDONED. THIS LIST WILL BE REVIEWED IN OUR MONTHLY MEETING ON GOING.


