 (SOP) STANDARD OPERATING PROCEDURE

TITLE/CODE: Action-Flow-Charts # 0519                                   DATE: 12.6.22

	WHY?
	Why am I documenting this procedure?
	To facilitate the Power of Consistency, by saving time, create a communication triangle between the Customer and Service Advisor and Technician, training technicians, so the customer will know what to expect,  increase your profits, increase your technicians productivity, Wiley Mossy Story

	WHO?
	Who will ultimately be responsible for this procedure?
	Owner, Technicians and Service Advisors, 

	WHAT?
	What are the key elements of this procedure?
	· Brand the your templates for your company (make them yours)
· They are not all perfect  
· Take ownership involving your entire Staff

· Set your own value pricing for each Action-Flow-Chart 
· Use as many as you see fits your business model

· Great tool to train GS and up and coming C Techs and B Techs

· Review them with Technicians and modify as needed 
· Become a member of the
“Power of Consistency Club” 
· These will be taught and talked about during the Front Counter Workshops 
· There will also be a zoom meeting seven times per year to compare modifications not really SOPs but Action-Flow-Charts
· Catch the wave of action, flowing from your customers to the service advisor to the technician and back to the service advisor and back to the customer 
· Answers the question the customer has-What am I getting for this money invested? 
· Helps set the value in the mind of the customer

· How-to Action-Flow-Charts
· It’s a way for the Technician to talk to the customer

· Takes the guess work of how to approach the issues with the vehicle 

	HOW?
	How is the procedure done? Step by Step.
	1.    Say yes and invest in your set of 50 PLUS
    >Action-Flow-Charts $579.00 for Non-

      Members of 360 or 180 Circle  

    > $479.00 AFC Package for 360 & 180 Circle

      Members 
      LINK to Purchase at $579.00
2.   Download them from Dropbox and brand them
3.   Introduce them to each staff member 1-on-1 

      Get the buy-in before rolling them out

4.   Sell the sizzle before you cook the steak

5.   Get your “WHY-Purpose” together before you

      Introduce them for implementation

6.   Who won the race the hare or the tortoise? 

7.   Don’t push to fast… 

      Slow it down to speed it up
8.   You will recognize when to put the gas 

      pedal down (Darrel’s Story)
9.   It could take 90 days before the buy-in starts

10. Be Patient – Be Confident – Be Resolute
11. Listen for all the concerns that may come up
12. Change is harder for some people and they 

      will be slower to change
13. Technician pushback maybe your 

      biggest challenge 

14. Helps make sure the know-how stays in your

      Business after someone leaves it 

15. Are they SOPs? Yes and No

16. This will not be easy brace for resistance

17.  Brainstorm with your team to help achieve

       Buy-In.

                     ASK these questions: 

      How could our Action-Flow-Charts help our 

      Service Advisors? 

      Technicians?

      Customers? 

      Communications?

      Time efficiency?

      Customers see the value?

      Technicians become better at diagnosis? 

      Team members learn from others knowledge?

Takeaways from 3/15/2021 Wild Card. 

1. Need to find the time (one on ones)

    during hours, team meetings before or 

    After store hours.  Recommended to 

    meet one on one with key players prior 

    To the team meeting.

2. “Expect the best, be prepared for the 

     Worst.”

3. WIFM, what’s in it for me?  Let each associate know how using said tool will help them.

4. Call it “making improvements” rather than “changes”.

5. Grow relationship and build trust with associates. 

6. Re-define the “end game” goals.

7.” paint the picture.”

8. Discuss the impact these improvements will have on productivity and customer service. 

Something Got Lost in the Telling

First, the customer tells the Service Advisor something. Then the Service Advisor tells the Technician something. Then the Technician tells the Service Advisor something. The Service Advisor then tells the customer something. Then the Service Advisor tells the Technician something.

Do you think when these people talk about “something”, it remains accurate? Can you see how the “something” could be messed up? Do you anticipate “something” issues may arise when the conversation continues?

There is a solution. You can fix this, and we have your “something” fix.

LINK to Purchase at $579.00           
 




What is the power of consistency?

Consistency allows you to measure success.
Consistency can help you overcome any lack in natural talent and allow you to focus on the process instead of the end goal.
Why is consistency so important?

Consistency develops routines and builds momentum. It forms habits that become almost second nature. ... Leadership guru John Maxwell said: "Small disciplines repeated with consistency every day lead to great achievements gained slowly over time." Consistency is especially important in business
What does consistency mean?

English Language Learners Definition of consistency
the quality or fact of staying the same at different times especially: the quality or fact of being good each time. : The quality or fact of having parts that agrees with each other. : The quality of being thick, firm, smooth, etc.
How does consistency lead to success?

Consistency creates discipline.
When you develop consistency in what you do (your tasks, your strategies, your daily plan of action), you begin to form a good disciplinary habit, getting closer to achieving your goals.
What the Bible says about consistency?

Here are the 30 most important bible scriptures on consistency. Therefore, my beloved brothers, be steadfast, immovable, always abounding in the work of the Lord, knowing that in the Lord your labor is not in vain. And let us not grow weary of doing good, for in due season we will reap, if we do not give up.
Why is consistency so hard?

Why is it so hard to be consistent? It's hard to be consistent because we tend to focus on the outcome more than the process. Put another way, we're more drawn to the positive feelings of outcomes rather than the struggle of the journey.

What makes someone consistent?

To be consistent you have to make sure that you recognize when you don't reach the standards and goals that you've set. In these moments, consider if your goals are realistic or ask yourself what you can do to improve. On your schedule or calendar, check off tasks that you have completed.
What is consistency in life?

Consistency is the key to success, no matter what you are doing. By definition, consistency is a referred to as adherence to the same principles in a steadfast way. If you want to achieve anything of value and meaning in your life, then you need to be consistent. This holds true in business and in relationships.
Is consistency a skill?

Consistency is not a skill or talent; you have direct control over it.
What is an example of consistent?

The definition of consistent is something that is reliable or in agreement. An example of consistent is waking up at seven o'clock every morning. Demonstrated a consistent ability to impress the critics
Why is consistency important for success?

Consistency is about building small empowering habits and rituals that you partake in every single day that keep you focused on your highest priorities and goals. It therefore essentially comes down to your ability to hold yourself accountable for the daily choices you make with no excuses and no complaints.
The McCaskey Brothers without Action Flow Charts

Yesterday, I was driving along the road when I saw two guys on the edge of the town park. One worker dug a hole while the other man filled it up. I was perplexed, so I had to stop and ask what was going on.

“We’re the McCaskey brothers, and we are planting trees for the town.” Then I asked them, “Why do you dig a hole, and then you then fill it in?” Sean then spoke up, saying “I’m Sean, and this is my brother Paddy, but our 3rd brother Francis is out sick today. So we carried on without him.”

From Rhett Smith, Shop Owner of Jim Smith’s Garage in Westminster, SC
Power of Consistency

With a Unified Purpose
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You Net Results, Brian Gillis, Owner and Guide, (678) 910-1401 (text or call)

brian.gillis@younetresults.com      www.younetresults.com   


