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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



FIXED OPERATIONS 2 – SERVICE
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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
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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: Our goal is to increase our Customer Pay ELR from $176 to $181 by December 31st 2023
	2020 National Automobile Dealers Association All Rights Reserved: By introducing a price matrix vs a flat rate and implementing mandatory sales training to our service advisors we should succeed in achieving this goal.

The price matrix has a 1.25% increase in Customer pay ELR starting at $280 and plateauing at 10 hours at $313 ELR. Given that our current average RO hour is 4.6 we should see a $10 increase in Customer Pay ELR. 

We will also stop quoting hours but instead quoting jobs, broken down by parts and labor. 

Based on June's analysis of hours billed this increase will give us an additional $13,455 in gross profit. 
	SPECIFIC ACTION STEPRow1: ELR Price Matrix 
	NECESSARY RESOURCESRow1: Matrix tool implemented in CDK
	ACCOUNTABLE PERSONSRow1: Service Manager, Service advisors 
	EXPECTED RESULTRow1: December 31st 2023
	START END  CHECK POINT DATESRow1: Start: Sept. 3rd 
Check: Monthly when financial statement comes out
	SPECIFIC ACTION STEPRow2: Service Advisor Sales training 
	NECESSARY RESOURCESRow2: David Lewis 
	ACCOUNTABLE PERSONSRow2: Service Manger and advisors 
	EXPECTED RESULTRow2: immediate and gradual improvements 
	START END  CHECK POINT DATESRow2: September- December
	SPECIFIC ACTION STEPRow3: 
	NECESSARY RESOURCESRow3: 
	ACCOUNTABLE PERSONSRow3: 
	EXPECTED RESULTRow3: 
	START END  CHECK POINT DATESRow3: 
	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: I will work with our service director to track these results, and will also be able to see it on our financial statement. 
	A_2: Advisor buy-in

Complacency
	A_3: With the increase in $ per RO their pay also will increase.

 I have to say as a team we have gotten much better at becoming comfortable with change. Who knows maybe COVID helped play a role in this. 
	R: Additional $150k-$200K in gross profit a year 
	S: As the GSM all I can do is be a cheerleader to their success. Our Service director runs a tight ship and as a company we monitor key metrics closely.  


