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e Specific m Measurable 0 Relevant 0 Time bound

What is your goal? What do you want to achieve? From what metric? To what metric? By what date?

My goal is to reduce policy in the service department. My goal is to bring this below 2% for
YTD by October 1st. January 31st our service department was sitting at 4.15%.

BOTTOM LINE: Benefits of Achieving Your Goal Consequences of Not Achieving Your Goal
The benefits will be; High turnover
A better trained staff bad CSI
increased customer experience decreased customer count
retained earnings decreased profits

When will you start? I have been working on this goal for a couple months.

How will you gauge your progress? When? Using which metrics?

I will continue to gauge progress using the financial statement on page 5 line 52. This will be
done every month.
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What specific actions will you take to achieve your goal? Who can help you?

Every morning during our fixed operations meeting we will cover the numbers for policy
through our departmental. Anything that is policy over $500.00 needs my signature attached.

Potential Challenges? Potential Solutions?
Managers find another way to bury issues. Technicians will be trained according to our
plan that we have mapped for all
technicians.
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