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SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

e Specific m Measurahle o Relevant o Time bound

!

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

| will increase my labor sales/mo from $102,190 to $130,000 by Jan. 1, 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

With new inventory starting to sit still more often on the lot, it will be even more important for our service
department to perform better than it was been.

Some benefits of achieving this goal are:

Higher hour/RO

More hours billed

Better absorption percentage

More vehicle sales from returning service customers
Better morale from service and parts employees

This goal is important to me because the service department is the backBONE of the dealership. If service has

a bad reputation in our community, more than likely it will hurt sales and all other parts of the dealership. Service
is how we keep customers and we also make a higher percent of gross while doing so.
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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.

s Jv)

Service Handoff

Sales Managers
F&l
Service Employees

F&l
Service Manager

service visit,
increase retention

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHECK POINT
DATES
Provide Training for | NADA (I just signed | GM Service Manager October 4th, 2023 -
Service Manager up for the should be aware of | Ongoing
subscription) what we expect him
to do
Provide Training for | NADA GM Advisors learn the Sept. 12th, 2023 -
Service Advisors Service MGR importance of Ongoing
selling, MPI's,
recommendations,
etc.
Implement Sales to | Salesperson Sales Managers Schedule first August 17th, 2023

Set goals for Service
Advisors

DMS
Academy Excel
Sheet

Service MGR
Advisors

Increase hours/RO
Increase labor sales
Hold them
accountable

Sept 1, 2023

Set goals for Parts
Deparment

DMS Fill Rate

Parts Manager
Service Manager

Provide a bonus to
hit a certain FTFR to
increase tech
production

Sept 1, 2023
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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?

| will track daily labor sales and number of RO's. | will know how to find this information in DealerTrack, but will
also make the service manager provide me with the numbers so | know he is looking also. This is something to
track daily to ensure it is being done.

Potential Obstacles? Potential Solutions?

Changing the attitude and daily habits of any Showing them how much more they can make

person can be difficult. by simply following processes.

Sales not committing to a proper sales to Spiff service to turnover anyone they think

service hand-off. would be a good lead for sales to follow up with.

Service Manager Need to figure out a way to get my service
manager out of the shop and lead from the
front.

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

0000

Go from just breaking even to making $16-$17k per month in service.

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.

Place our set goals in each department where we hold our managers meeting so all department heads can
keep each other accountable and also work together to hit each departments goals.
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