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Squawks —Their Cause and Cure

Every service station has a certain number of customers who are hard to get along with and who are always
complaining. MNow why is this and what can be done about it? Every service manager will admic ro having a
few of these "squawkers' but the sad part is that he does not know how many customers he has lost because they
made no "squawk.” Most people even today just, “will never go back to that place,”” They don’t wanr to make
a4 scene so they say nothing—not even "good bye” They just leave for good.

You cught to thank the ones who do make a fuss about something which they feel is wrong because this gives
you i chance to straighten it out and in most cases to save the customer,

The loudest complaints are those which rake from the customer either too much of his time or too much of his
money, a5 he sees it

There are two ways in which you can take oo much of the customer’s time—one, by not having his car ready
when promised. He does nor like 1o wair for it after you said it would be ready ar 4 o'clock. As he wairs he
visualizies work being done that was not ordered or work that was not dope right and you had to do it over
again, You see you can't blame him, You disturbed him by raking too much of his time and it's your faulr that
he spent that time in thinking the wrong things about you.

You know the answer to this one. Have the car ready when you promised it or call him and explain why you
need more time, Time is money to him and you have no right to use his time without his approval. This complaint
can be eliminated to the tune of almost 1007

- The second way in which you can take 100 much of the customer's time is either by poor diagnosis or by poor
workmanship, thus turning out a job that comes back, Comebacks take up customer’s time by making rerurn trips
necessary, and don’t forget thar the customer measures the performance of his car as much by the number of rimes
he has to take it in for service as he does by the amount he spends for service.

If two jobs in a row for one customer turn out to he comebacks, that customer has made at least four trips to
your shop. By that time he knows he has troubles and you do too.

You know the answer to this one. Correct diagnosis, good workmanship and careful inspection on ¢very job,

Now, let's look at this matter of taking too much money from a customer, Please remember that we didn'e
say this—your customer did, He said he was overcharged. He inferred thar you pad orders. He said that you
did work he did not order.

This one is tougher to handle because it just can’t happen, You don't pad orders—that is not deliberarely.

* Yoo may list some overlapping operations by mistake. You don't do work he doesn’t order—thar is, you know

he needs the work and you intend to phone him about it so you write it on the order but you [orgot to phone.

And, most important, how can you overcharge a customer? Every shop uses relpnir orders. You itemize the work

he orders or which you sell him. MNow you can’t sell him a thing and be can’t buy a thing unless a price is agreed

upon. You have not done a selling job unless you have quoted a price. If you use the rule "quote a price to every
customer whether he asks for it or not,” you will never hear any more of this "thief and robber" swiff.

So, you have the answer to this one—quote a price. We koow there are exceptions and you will have ro call
' him after you konow the exact figure on those jobs which you can't price until you "get into it,"” Most jobs you
 can price accurately as to labor and a close estimate as to parts. Let's quote prices and stop this talk about over-
charges.

Let's put smiles on customer's faces and keep them there. Let's give them no reason to feel that we are taking
too much of their time or their money.



Vacvum Type Wipers
Affect Engine Idle

[3o you occasionally have an
OWNEr reEport @O uneven engine
idle when the windshield wipers
are operating” If so, was the
owner informed that this is o bhe
expected (0 a certain depgree on
all types of vehicles equipped with
viacuum type wipers?

When the wipers are not operat-
ing and the engine is idling, the
mixture of air and fuel which enters
the intake manifold is propecly
proportioned by the carburetor
and we will assume that the idle
is smooth., YWhen the wipers are
turned on, this same mixture enters
the manifold through the carbure-
tor, however, additional air enters
the manifold below the carburetor
and is pulled in through the wiper
motor., Adding this air to the pro-
perly porportioned mixture tends
to lean out the mixture and cause
an uneven idle.

Although anuneven idle with the
wipers operating may be con-
sicﬂreci more or less standard 1o a
certain extent, a few steps can be
taken to improve the idle.

The engine must be properly
mned and have a smooth idle when
the wipers are not operaring since
it is very obvious that a ragged
idle with the wiper off will become
worse when the wipers are turned
on. Adjusting the idle so that the
mixwure is slightly on the rich side
will help the idle when the wipers
ire operating,

1f the car is not equipped with an
Electromaric Clurch, the idle may
e improved by moving the wiper
vacuum line to the Electromatic
take-off in the manifold.

Resistor type spark plugs also
may tend ro smooth our the idle
because of their wide gap sewing.

The Importance of
Torque Tightening

An item which does not always
receive the atention ir should
receive is that of tightening various
bolts and nuts o their specified
torque,

Mechanical distortion often may
be the underlying cause of various
failures or difficulties which might
not have developed had a torque
wrench been used, Probably the

most gutstanding example to cite
iz the tighrening of cylinder head
retaining nuts because it is con-
sidered physically impossible for
any mechanic to tighten a series of
nuts (o an Equ:{li?.t:j’ re-determined
tension with ordinary wrench
equipment.

Pulling cylinder head nuts up
too tight, or tightening them un-
evenly, may be the cause of excess-
ive oil consumption, low gasoline
mileage, generally poor perform-
ance, or ctacked cylinder heads.

When the cylinder head nuts are
tight, the tension of the studs in the
block tend to pull it out of shape.
If the nuts are tightened unevenly

or are oo tight, the studs may pull
the cylinder bores out of round so
that the piston rings cannot seat
properly and excessive oil con-
sumption, loss of compression and
poor performance may follow.
This unequalized tension of the
cylinder head nuts also may cause
the head to crack because it cannot
expand uniformly when haot,

Improperly tightened bolis and
nuts such as those at the main and
rod bearing caps, manifolds, body
bolts, rear spring U-bolts, door
hinge bolts, etc., may result in

arts  failure, poor engine per-
ormance, body roar, or some other
non-standard condition which
might cause owner dissatisfaction.

Heater Control Valve Flutter

THERMOSTAT

CYLINDER HEAD

HEATER

Occasionally a “metallic fluger”
may be heard behind the instru-
ment panel in the vicinity of the
heater control system. ‘This noise
will invariably ocecur ar a given
combination of engine speed and
heat control sewing, and normally
can be caused only by an improper
hook-up of the heater hose.

The hearer control, of course,
regulates the flow of coolant ad-
mitted through the control valve
to the heater core. The arrange-
ment of the various parts in the
contral is such that the control
valve stem is under a constant
spring preload, so as long as the
circulating coolant enters ar the
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WATER PUMP

correct side of the valve, no fluc-
tuation can result, When the hoses
are switched, however, so that the
flow of coolant throuph the valve
is. reversed, the coolant under
pump pressure will work against
the valve and, consequently, against
the spring  loaded wvalve stem.
When, at a given engine speed and
control setting, the pump pressure
finally equals that of the spring
loaded valve stem, conditions are
right for the previously mentioned
valve futter,

When installing a heater or
replacing a heater hose, be sure
that the hook-up agrees with tha
shown in rthe illustration,



Throttle Shaft Adjusting Gauges

PU-333.2301

This is o new gauge in the line
of Essential Service Tools for the
Ultramaric.

The purpose of paupe PI1I-333
is to properly set the throttle cross
gshaft to carburetor rod on the
Packard Eight (285 engine)
equipped with the WGD carbur-
ELOE.

This tool 15 now available and is
included in the Ultramatic Essential
Tool group now being shipped by
K. R. Wilson.

Send all orders for PLU-333%
Throttle Shaft Adjusting Gauge to
K. R. Wilson, 215 Main St
Buffalo 3, New York.

The price of the gauge is 54.25.
The price of the complete group
of Essential tools remains the same,
240,00,

PU-332-2302-22-32
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In some cases it has been re-
ported that gauge PU-332 would
not fic into position properly, due
to interference of the starter switch
on the carboretor.

The  illustration shows where
and the amount of stock to re-
move to provide clesrance at the
starter switch.  After removing
this stock, being careful not to
damage the flar blade surface on
the tool, the gange will fit proper-
ly into place when the carburetor
rod is correctly adjusted,

Ultramatic Qil Cooler Fittings

Early 23rd Series Custom Eights
are equipped with radiator Ccores
having 90° elbow firrings for at-
taching the oil cooler 1o transmis-
sion intake and rerurn oil lines.

Latéer Custom Eights and all
Ultramatic Dirive equipped Eights
and Super Eights have 45° elbows
in the oil cooler tank.

This change to the 45% elbow
was made to eliminate the sharp
hend in the flexible hoses which
somenmes caused a straip on the
hoses and the fttings when the
90” elhows were nsed.

Only the £5° elbows will be
furnished hy the Parts Warehouse
for service replacement and these
are available under part number
G444184 listed in the 23rd Series
Preliminary Parts List,

If it is mecessary o replace a
flexible hose hberween the oil

cooler and the intake and remen
lines, on an early Custom Eight,

first turn a2 new 45° fitting into

the original 90° elbow at the
cooler.

If ir is pecessary to replace an
ail cooler fitting, the 45% elbow
should be soldered into the cooler
tank.

Either of these replacements
involves the following readjusc
ment in the metal wbing before
connecring the flexible hose,

Slack off the two forwardmost
tubing support brackets onfy and
force the forward end of the
tebing back, fixing its position
s0 that the flexible hose con-
nection is as nearly stiraight as is
possible. By allowing the rear
clips to remain tight around the
lines, the necessary slack will be
taken up by the tubing, preventing
any change in the position of the
rear hose connections.
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Muffler—Rear Support

To maintain an adeguate supply
of replacement mufflers for 1951,
2001, 2011, 2101, 2111 moadels,
it wis necessary to procure this
item from two sources, "Walker™
and “Mackenzie." No trouble
will be experienced at installation
with the "Walker"” producr. The

early "Mackenxie” muffler, how-
ever, incorporated a shoulder on
the rear flange which, at install-
arion, resulted in an interference
with the muffler support bracket
and prevented placement of the
positioning stud,

If this trouble should be ex-
perienced on a muffler replacement
jub, it may be easily corrected by
“dinging in” the shoulder inter-

ference  area with a  hall-peen
hammer,

The shoulder has been elimi-
mated  onm later UMackenzie”

mufflers and no interference will
be experienced.

Corrections

Please make the following cor-
rections in Service Counsclor Vol
23, MNo. 4, April 1, 1949,

On page 19, 1o the ardcle "Re-
ducing Clurch Jaze,'" delete the
word “no’ in the second from the
last line in the second paragraph.
The second sentence in the para-
praph should read “"When instal-
ling these insulators new spring o
axle U-bolts, which are longer than
standard, should be used.”

On page 20, in the article "R-11
Overdrive Kit," paragraph No. 8
of the installation instroctions, de-
lete the words "remove ‘the flange
from the old overdrive and install
it on the new one” In their place
insert "install a new Hange which
may be ordered under part number
418920."
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