NADA c.n

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

My goal is to increase my tech proficiency rate from 72% to 120% by September 10, 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

My goal aligns with my dealers vision because we would have better CSI and customer reviews. The Tech's
would be happier and feel a better sense of accomplish at work due to more work being performed and
therefore making more money. All of these would help to boost the morale of the service department and the
dealership. Possible consequences would be bad reviews, competitiors make infultrate the market share, CSI
may decrease, and the overall morale would be dampered.
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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| CHECK POINT
DATES
Meet with service financial statements, |service department [to increase start: April
managers/techs/advi |technician vaule log proficiency checkpoint: every 30
sors days

end: September

Restructure payplan
based on proficiency

include pay plan
structure with 3 tiers
90%

100%

120%

service techs and
advisors

increase in pay for
increased proficiency

starting: april
no end date
monthly checkins

Provide Training

NADA service
classes
Manufacture training

techs and advisors

more confidence and
better work
performance

start: april

Ensure service has
the proper tools

clean/organized shop
functioning bays/lifts
diagnostic,computers
& electronic equip.
climate controlled

service department

more efficiency

start: april

Proper dispatching

assign the right Tech
for the right jobs

training if need be

service advisor and
service manager

utilizing time and
skills properly

start: april
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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 progress by looking at the Doc and financial statements on the daily, weekly, monthly basis. Holding
weekly meeting with service managers to go over what we are trending and where we need to be.

Potential Obstacles? Potential Solutions?
Not having enough techs, trained staff, or Be proactive with scheduling and proper training
advisors Offer customer incentivies and loyalty programs
Customers getting work done elsewhere We could offer a loaner car while waiting for the
Dont have access to the right parts part

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

0000

By increasing the proficiency rate from 72% to 120% this will increase each technician value by $20,698.

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.

I will ensure the staff and | maintain the progress by holding frequent meetings to go over objectives, provide
ample training and by being available to the mansgers, techs, and advisors to assist with any concerns or
problems so that we stay on track.
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