NADA oo

SERVICE OPERATIONS ASSIGNMENT — ACTION PLAN

o Specific m Measurable 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

Increase the Total hours billed by 20% by September 1st, 2024. Give a full year for improvement.

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?

More hours billed means we are maximizing our technician hours better therefore increasing capacity, satisfying
more customers and overall improving the department. Consequences would be a dip in customer satisfaction,

employees could grow frustrated and we lose money doing that. It is important to me because we want to grow
as a group, but do it efficiently and effectively.
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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

help the technicians

improve their
efficiency and lower
hours on job

START, END, &
SPECIFIC ACTION/ NECESSARY ACCOUNTABLE y '
STEP RESOURCE(S) PERSON(S) EXPECTED RESULT CHECK POINT
DATES
Technician Time and effort Sam, Gary, Brian To learn how to Start now, check in
interviews and | motivate each tech  [weekly with tech
individually instead |until the end goal
of as a whole. date to see how it
worked.
Equipment Money needed to Sam, the service A few tweeks, such [Start now, measure
walkthrough improve anything to [managers and | as faster wifi, to monthly

Create an express
lane/advertise for it

Money and
marketing

Sam and |

Get more people in
the door to upsell
work

Start now, measure
after marketing
campaign

Work with appt
coordinator

Time and effort

Service managers
and the appt
coordinator

Help schedule more
efficiently

Start immediately
and check in weekly
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NADA oo

SERVICE OPERATIONS HOMEWORK — ACTION PLAN

ll

How will you track your progress? Where will you find the information? How often will you check in?

0000

Monthly run the excel sheets to check in on progress. Information will come from previous month financial
statements

Potential Obstacles? Potential Solutions?
Laziness, incompetence, failure to believe we Stay on top of everyone and incentivize
can improve, excuses improvement

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

0000

If we increase 20% it is 238 hours and that multiplied by our effective labor rate is $31,827.74

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.

Incentivize the improvement, set new benchmarks and have penalties for failure to hit those benchmarks.
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