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S M T

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? 

A TS M

A A

S M T

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: I want to increase my gross profit % of sales. 

We currently are running @ 72.75% 

I would like to increase this by 1.5% per month. I would like to be ongoing until we have become profitable in our service department before gross parts transfer.


	2020 National Automobile Dealers Association All Rights Reserved: This is absolutely a vison of my dealer.

The benefits of achieving this goal is a very positive one.  More gross generated has never been a bad thing, this is a win win for all involved. 

 The advisors make more money, the techs make more money and have less free time to stand around and complain. (Not sure if that will ever happen) Service manager makes more money, the dealer and myself as well.  

I want everyone who works here to get their fair share, makes for a happier associate.
	SPECIFIC ACTION STEPRow1: Make sure the work is being properly dispatched.
	NECESSARY RESOURCESRow1: Management and shop forman.
	ACCOUNTABLE PERSONSRow1: Service Manager
	EXPECTED RESULTRow1: Increased Profit as a % of sales.
	START END  CHECK POINT DATESRow1: Now, ongoing.


	SPECIFIC ACTION STEPRow2: Get more jobs throuhg the shop.
	NECESSARY RESOURCESRow2: Communications with all involved, find out what the hold up is and how can we fix it.
	ACCOUNTABLE PERSONSRow2: Service Manager

Shop Forman 

Parts Manager
	EXPECTED RESULTRow2: Increased Profit as a % of sales.
	START END  CHECK POINT DATESRow2: Now, weekly, ongoing.  
	SPECIFIC ACTION STEPRow3: Internal labor rates need to be retail or even a bit higher.
	NECESSARY RESOURCESRow3: Just do it without hesitation. 
	ACCOUNTABLE PERSONSRow3: Service Manager
	EXPECTED RESULTRow3: Increased Profit as a % of sales.
	START END  CHECK POINT DATESRow3: Now! Ongoing small increases every month/quarter.
	SPECIFIC ACTION STEPRow4: Get a dedicated internal tech.
	NECESSARY RESOURCESRow4: Focus on getting a tech hired for just internal.  Boost job ads on Fridays.
	ACCOUNTABLE PERSONSRow4: Service Manager

Myself
	EXPECTED RESULTRow4: Increased Profit as a % of sales.  Happier used car manager.
	START END  CHECK POINT DATESRow4: As soon as possible, already running the ad.  Hopefully not ongoing but may be.
	SPECIFIC ACTION STEPRow5: Make sure lowest paid tech is doing PDI's.
	NECESSARY RESOURCESRow5: Know who makes what and dispatch properly.
	ACCOUNTABLE PERSONSRow5: Service Manager

Shop forman
	EXPECTED RESULTRow5: Increased Profit as a % of sales.
	START END  CHECK POINT DATESRow5: Today, ongoing.


	SPECIFIC ACTION STEPRow6:                                                                                                                                                                                                                                                                                                                                                                                                           
	NECESSARY RESOURCESRow6: 
	ACCOUNTABLE PERSONSRow6: 
	EXPECTED RESULTRow6: 
	START END  CHECK POINT DATESRow6: 
	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: We will track our progress on reports from CDK weekly.  Meet with my service manager weekly to monitor progress.

Monthly Financial Statement as well.  
	A_2: Getting the buy in from the advisors and techs.

Lack of communication for all involved.

Used car manager not good with internal bump

Hiring Hiring Hiring 

Higher paid techs no longer getting PDI's 
	A_3: Make it fun, have a contest.

Communicate consistently.

Explain why and move on.

Check out different avenues provided by this class.

This is just something that needs to happen in order to help the department and it's profitability.


	R: If we can increase out Gross Profit as a % of Gross by 1-1.5 per month we should see an increase in gross over the next six month of 30,000 more in gross sales and 40,000 in gross which leads us to 78% Gross Profit as a % of sales.
	S: This can not ever get off of our radar and continue to inspect our expectations as well as measure , train, communicate and reward when needed.  The advisors, parts and technicians need to be kept up to date as to how all of this is working and or not working and why.

This will be an ongoing task/processes and will need to be continually monitored and measured.




