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e Specific @ 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?

Reduce policy expense by 50% by the end of the 3 quarter. Currently our policy averages
$7,286 per month in expense.

BOTTOM LINE: Benefits of Achieving Your Goal Consequences of Not Achieving Your Goal
Two main benefits will come from By not achieving this goal profits will
achieving my goal. 1. the expense will continue to be impacted and CSI and
come down making us more profitable. 2. retention will suffer.

Customer satisfaction will increase with
cars being repaired the right way the first
time and eliminating come backs.

July 1st 2023
When will you start?

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

We will gauge our progress by reviewing the policy weekly and monthly. We should start to
see a downward trend staring in July.
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What specific actions will you take to achieve your goal? Who can help you?

Have the service manager more involved in dispatching making sure the repairs are
dispatched to the techs that have the proper experience to fix the issue. Implement a quality
control process. Have the mechanic road test to make sure concern is resolved. If an in
experienced tech is forced into the job before a repair attempt is made have a more
experienced tech review prior to attempt to make sure we are going after the right issue. | will
have to sign off on all policy and will review with service manager, writer and tech involved.

Monthly the service manager and | will review. We should start to see a downward trend
immediately.

Potential Challenges? Potential Solutions?
We have an very inexperienced shop. The solution for this will be to pair the
Having the right tech on the job will be the inexperienced tech with a tech with more
biggest challenge. experience. Have him the less experienced

guy work next to or close by.
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