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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. 
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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? 
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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: 100% signatures from customers on all RO's for work to be performed on customers vehicles by September 30th 2023.



(This wasn't specifically covered in class, however when doing the exercises I noticed that RO's weren't being signed off on by customers for work to be performed putting us in a potentially serious position of liability.)
	2020 National Automobile Dealers Association All Rights Reserved: I work for a very compliant dealership so this directly aligns with that vision, the benefits of achieving the goal obviously reduces liability, and holds the customer accountable for work to be performed, potentially limiting discounts that would be applied for a miscommunication, this is also the benefit. Consequences could be dire, besides liability issues this could cost us money if the customer disputes the work.
	SPECIFIC ACTION STEPRow1: put  a strict policy in place for adherence
	NECESSARY RESOURCESRow1: 
	ACCOUNTABLE PERSONSRow1: service manager
	EXPECTED RESULTRow1: accountability
	START END  CHECK POINT DATESRow1: daily
	SPECIFIC ACTION STEPRow2: signature on ro in person if person is available or docusign if a drop off
	NECESSARY RESOURCESRow2: 
	ACCOUNTABLE PERSONSRow2: advisors
	EXPECTED RESULTRow2: adherence
	START END  CHECK POINT DATESRow2: daily
	SPECIFIC ACTION STEPRow3: penalty for non-adherence
	NECESSARY RESOURCESRow3: 
	ACCOUNTABLE PERSONSRow3: service manager
	EXPECTED RESULTRow3: follow through
	START END  CHECK POINT DATESRow3: spot check on daily checks
	SPECIFIC ACTION STEPRow4: 
	NECESSARY RESOURCESRow4: 
	ACCOUNTABLE PERSONSRow4: 
	EXPECTED RESULTRow4: 
	START END  CHECK POINT DATESRow4: 
	SPECIFIC ACTION STEPRow5: 
	NECESSARY RESOURCESRow5: 
	ACCOUNTABLE PERSONSRow5: 
	EXPECTED RESULTRow5: 
	START END  CHECK POINT DATESRow5: 
	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: Progress will be tracked by checking the previous days RO's
	A_2: There should be no obstacles but laziness or lack of adherence to policy ultimately happens so it'll be critical to check this daily.
	A_3: daily checks, counseling when there is a failure to adhere, and then coaching on the why/the importance and how this small step can lead to more dollars in their pockets!
	R: The biggest thing is to eliminate slippage, but there is also a gross profit pick up potential, I identified we had a lot of 1 line repair orders, and by making customers clearly aware of recommended repair work I hope to see a pick up of additional service provided, we've been skipping a critical step and assuming and not selling!
	S: Accountability, continual coaching and a rock solid process of reviewing the RO's. This also will lead to my managers being able to identify the weak links and lack of selling, so that we can provide those advisors with additional training.


