
 

 

Title Service Manager 
Reports to Branch Manager 

Who reports to this position All Service Department Staff 

 
Job Purpose 
To lead and manage the staff and resources of the Service department in a manner that maximizes employee 
engagement, customer satisfaction and achieves annual KPI targets.  

Key Position Accountabilities 
o Efficiently manage and run the workshop- achieve position accountabilities and service KPI’s. 
o Management of customer satisfaction and communication to ensure positive customer outcomes.  
o Effectively lead, motivate, and engage staff to foster a positive team culture and achieve operational 

outcomes. 
o Schedule and allocate all service work to Service Technicians, Apprentices and other Service 

Department staff.  
o Liaise with customers throughout the repair/service process.  
o Work harmoniously with other Department Manager’s and staff, and where necessary resolve any 

problems immediately.  
o Ensure all service manuals and bulletins for the workshop are kept up to date and in good order. 
o Drive Service growth and continually work towards further development of the department.  
o Effectively manage operational expenses and achieve timely and accurate recovery of all recoverable 

costs. 
o Invoicing- to be sent within 3 days of completion of work.  
o Appropriately maintain machines, equipment and tools.  
o Oversee the general maintenance of all service vehicles for the branch and ensure they are kept 

clean, in good working order and meet roadworthy regulations.  
o Maintain the roster system to provide after-hours support when required.  
o Ensure the Parts list provided by technicians are ordered and arrive on time to meet scheduled work 

commitments.  
o Upon starting all work, an electronic repair order is to be opened with all relevant details recorded.  
o Be prompt in ordering and billing between departments so as not to delay other departments from 

completing their tasks on time.  
o Ensure all parts are allocated to the repair orders. 
o Control sublet repairs.  
o Upon completion of all works carried out on a repair order, add relevant times and costs and close as 

soon as practical.  
o Adhere to and administer all warranty procedures relevant to all franchises.  
o When required assist on repair orders and/or emergency breakdowns.  
o Ensure ongoing compliance with company policies, procedures, and quality control standards by 

maintaining up-to-date knowledge of all requirements, leading by example, and promoting team 
awareness, understanding, and adherence. 

o To actively promote and market the services offered by the Service Department while positively 
promoting the professional image of O’Connors as the preferred supplier and service provider to 
agricultural machinery users.  

o Report to the Branch Manager regularly in all matters affecting the Service department, producing 
documentation and reports to assist the manager in their decision making.  

o Carry out other tasks and assist others as directed by your manager. 
 
Reports 

o Annual service department budget in conjunction with Branch Manager and other relevant Group 
Managers. 

o Monthly review of variances of monthly department budget.  
o Prepare expense reports for senior management to review.  

 
 



 

 

Marketing 
o Spend a minimum of two days per month on selling and promoting your Service Department. 
o In conjunction with the Branch Manager, maintain a strong focus on business growth by proactively 

identifying opportunities, driving initiatives, and continually contributing innovative ideas to enhance 
service performance, customer engagement, and overall market presence. Provide monthly 
suggestions and initiatives to the General Manager – Aftersales and Branch Operations. 

Scope of Authority 
People 

o Recommend the appointment of any personnel in an approved existing position under the reporting 
structure.  

o Recommend the termination of any employee under the reporting structure of this position. 
o Recommend any development and training opportunities to support direct reports role.  
o Conduct quarterly 1 on 1’s and an Annual Review and Goal Setting meeting for staff who report to you.  
o Complete quarterly Apprentice of the Year assessments for each apprentice throughout each stage of 

their apprenticeship.  
o Complete annual Apprenticeship Competency Plans for each apprentice that reports to you at the 

conclusion of each stage of their apprenticeship.  
 
Meetings  

o Attend monthly branch meetings to improve overall effectiveness of the organisation.  
o Attend weekly Work in Progress (WIP) meetings with the Parts Department and Branch Manager.  
o Attend monthly Group Service Manager meetings (delivered either in person or via Teams). 
o Run weekly Toolbox meeting in your dealership.  

Work Safety 
o Comply with all requirements of the applicable Work Health and Safety (WHS) legislation, relevant 

codes of practice, and company WHS policies, procedures, and systems. 
o Take all reasonable care to protect personal health and safety and that of colleagues, customers, 

contractors, and visitors, including but not limited to promptly reporting hazards, incidents, injuries, 
and near misses, participate in WHS consultation and training and follow reasonable WHS 
instructions.  

o Work with others to maintain the dealership, office, and yard in a clean, tidy, and safe condition. 

Commitment to uphold and champion the O’Connors’ Core Values 

 
 



 

 

Key Performance Indicators  
Service Department 

o Productivity of ≥ 95% (available hours vs clocked hours) 
o Efficiency of ≥ 95% (clocked hours vs charged hours) 
o Repair orders to be closed: 80% within 3 days, 97% within 10 days.  
o Two days of dedicated sales and marketing activity per month 
o Oil/supplies recovery ≥ 100% 
o Maintain expenses within budget while ensuring all recoverable costs are billed and recovered 100% 

and above 
People 

o Complete quarterly 1 on 1 meetings with each direct report.  
o Complete compulsory annual review and goal setting meetings with each direct report. 
o Employee Engagement- attain and maintain all scores at 4.0 (80%) and above. 

 
 


