OCTOBER 15, 1930

Ethics Among Service Men

A talk given by H. W. Ward V. P. and Service Manager, Kansas City at the
Service Manager' Annual Meeting—

HERE are undoubredly a greac many of you boys representing

larger service stations who could cover the subject, “‘Ethics
Among Service Men,” far better than I, due to the number of
owners you come in contact with being more each day. Bur, due
to our geographical location in the heare of America, we do, in the
touring season especially, come in contact with a goodly number
of owners from almost every state in the Union touring east and
west, north and south, either to escape the extreme hear or cold
found in their particular terriory. Therefore, the seriousness of
this subject and the unethical practices of some of our different
Packard service organizations should, particularly during these
present depressed times, receive both the factory’s and our own
sCrictest attention.

ETHICS AMONG SERVICE MEN—What does the word
“Ethics’’ mean? Of course you all know. One dictionary gives
as its definition—The basic principles of right action. How can
proper principles of right action be established in our service deal-
ings with Packard owners among us whom the Packard Motor Car
Company so vitally depend upon to protect its enviable good
reputation, which through the lasc thirty years has been created and
builc up in cthe minds of the general motoring public toward
Packard? Everyone of you fellows will have in mind a thousand
different answers to this question. 1 have many in mind myself.

It should not be necessary for good business men, such as we all
try o be, to be criticized for unethical practices whether by word
of mouth or actual mechanical work performed among our own
owners, or those coming to us to spend their money for service
repairs and adjustments from foreign terricory, or in other words—
from your territory to mine and mine to Eours. We deal with
varied types of business men and women as Packard owners. They
are Packard owners because they have intelligence, have made a
success in their own line of business, or ac least their families before
them have made it possible for their standing in their community
to be classed as among the best citizens.

How many of you fellows have read and digested the write-up
on the front page of the Packard Service Letter dated June 1, 1930,
which mentions the bulletin placed in the hands of the New York
Service Department and all its sub-branches and dealers by che
General Service Manager covering the all important subjecc of
proper action toward owners from differenc pares of the world
during the touring season calling on them to care for their Packard
service needs. | wish each and every one of you would read and
thoroughly digest every word written in this bulletin. It will be
well worth your while. There is only one criticism thar can be
offered on this bulletin and thac is chac it refers to the touring
season only, while | believe these instructions should be continued
throughout the year. After you read it, do not file it away without
impressing its importance on each and every member of your
service organization coming in contact with Packard owners.

There is one all important way in which every Packard man,
whether he be Service Manager, Service Salesman, whether his
Service Department be handling repair orders running into the
hundreds per day, or down to the smallest dealer handling less than
a dozen a day, one that will not only help the factory and its fair

name but each and every one of us, our own individual pocket-
books, and the organization of the Packard distributer or dealer
whom we represent. That is eliminating the choughtlessness of
different members of our various service organization giving cause
for letrers and reports to reach us reporcing things said and done to
our own good Packard owners while visiting or touring through
some ocher fellow’s territory. :

The morning | received Mr. Page's letter assigning me chis
subjecc—'‘Ethics Among Service Men,” 1 glanced through the
morning mail and read the following written in a letter from one
of our Kausas City, wealthy, influendial citizens, whom we have
prized as having had on our owners list as a Packard owner for a
good many years, and to whom we had just a few days before he
started on his crip sold and delivered a beautiful seven passenger
740 Sedan of which he was not only proud and happy in making
the selection, but it was the finest moror car he had ever owned,
regardless of his wealth, as before he had always used in his service
the shorter wheel base jobs. The letter in part reads:

T8 L S , we went to the Packard service
station as the car had nearly broken our backs, meaning
% R e e and myself, on our trip here from

Kansas City. We wanted to see if we could ger some
relief for our return trip. They told us here the back
springs were not adjusted at all and that the back seats
and back cushions were of the poorest construction they
had ever seen and that they would insist on having them
made proper. It is the worst bucking bronco I have ever
had anything to do with. So far have no complaints as
to the engine or other pares of the car. You tolks will
certainly hear from me when I recurn home.”

| can assure you that I could, after reading that lecter on chac
morning, have talked to you on this subject far betcer and more
forcibly and perhaps in language not readily printable, were the
meeting to have been held that day. Think of it, a Packard man,
undoubtedly not the Service Manager himself, but one of the
service organization who was placed in the responsible position of
meeting and talking with che Packard owners in one of our good
service organization, said this and we all know thac it is not only
uncrue and undiplomatic but trouble brewing for the home dis-
tributer and decrimental in che extreme to the Packard facrory.

Who for goodness sake gains a thing by making such remarks
to a good old Packard owner? ur owners as a whole are the
finest, best educated, wealchiest, influential people of this greac
country. Some unthinking, perhaps untrained in Packard policies,
service man is allowed to rell the good owner that his own home
town service station, in whom he undoubtedly has the utmost
confidence else he would not have purchased his car from them, did
not know how to properly grind his valves, did the poorest job on
the brakes that he ever saw, or that the Packard factory had rurned
out a miserable poorly constructed car and inferred chac he was
unfortunate enough to receive it in exchange for his good American
dollars. Again | will ask you the same question, who gains and
who loses?



Boys, how dependent is man on men. Let me just read you a
clipping from a newspaper thac | happened to be reading the ocher
evening that brings out the point, “How Depedent is Man on
Men.”" lcis writtenevidently by a womanand is headed, "'Romance
of Business."" It reads:

“"How dependent is man on men. One man'’s success is linked
up with the success of hundreds of ochers; one's failure precipitates
failure upon others.

Consider any business. Take the corner grocer for instance. On
his shelves you find products from all over the world. There is
cocea, tea, olive oil, sardines, spices, sugar, and coffee coming from
far lands. In far away Brazil or other tropical lands laborers
culeivared and picked chat coffee long months ago. It was packed
on donkeys to a central point, and from there ox teams carried it
farcher, and then perhaps a railroad broughr it to the ship. The
ship is a parc of the chain, buile by labor, manned by labor, its coal
supplied by labor. The coffee goes to many lands. It comes to
dock and is unloaded and transhipped in ligheers, in railroad
trains, in trucks. It is sent to mills; ic is tesced and roasted and

acked; and again shipped out to jobbers and discribucers, until
Fmally the corner grocer, to the number of hundreds of chousands,
receive it.

But meanwhile another group has contributed to the markering
and selling of the coffee, che advertising staff with its specialises,
writers; arcists, princers, and also the newspapers and magazines
which carry the coffee message into the homes.

“No man livech to himself alone,” and so the chain of business
proves it. We are as much dependent upon the peon coffee laborer
who helps to produce the raw product as we are to che corner
grocer himself.

The newspapers and magazines wich cheir scaffs of correspond-
€nts, arcists, spccial writers, reporters, and so on; che advertising
people, trained specialists receiving good compensation: railroad
and steamship organizacions from che smallest to che least; che
manufacturers of coffee machinery; the mines and mills supplying
coal and oil—chey are all inextricably bound up one with the other
in this romance of business which is a continuous link of buying
and selling, transportacion, making, advertising and discribution.

In the romance of business this brief story of coffee may be
repeated over and over in varying decail abouc [:undrcds of differenc
products, not only foods buc textiles, merals, chemicals, manu-
tacrured arcicles in endless variety. It makes us the more realize
how intimately the world is related through commerce and in-
duscry.”

This, boys, applies to our business jusc as well as ic does to the
industries mentioned in chis clipping. How true ic all is.

Every time a letter of complaint reaches the Packard factory or
another discributer covering an owner's unpleasant experience
while away from home on a trip at the hands of some other Pack-
ard service representacive, it hures the Service Manager himself
more than actually the service men involved in the complaine.

What does it mean for you and me? An educational campaign
among our service salesmen in parcicular. There are all kinds of
complaincs registered by owners.  Only last week one of our many
good owners came in to me, not in his usual pleasant manner, but
more or less with a chip .on his shoulder and asked me to step our to
his car and started in, 1 brought this car in ro you for a general
inspection before | scarced on my last trip.  Your boys did a good
job mechanically as the only thing necessary for me to have done

on my trip was an oiling and greasing and che fan belc tightened.,

This | had done at your Packard service scation in . . . .. Ginlihena ESg
and they called my accention, when chey filled my radiacor, o the
fact chac they were able to push a finger through the metal on the
radiator Deluxe Emblem cap. This same service man said, ‘We
keep a lot of these emblem caps in stock. It is nothing unusual
for them to become in this same condition. Tell your home town
Service Deparement when you take your car in che nexr time that
we said they should give you a new cap’.

Now, fellows, if chis service man had Packard interest ac heart
and wanted to make a friend of this owner who, in this case, goes
through chis man’s territory regularly, how easy it would have been
to pass no remark abour how many he carried in stock or what to
tell us when the owner reached home, bue slip on a new Deluxe
Emblem at no charge for the material and make che owner a real
friend of his and not more or less disgruncled when he came in to
us perhaps with the thought in mind that he mighe have to fighe
for a new emblem whereas if he lived in the ocher man's territory,
he would have one replaced at no charge.

There has in the past been a grear deal said abouc the touring
service policies as laid out by the facrory to supposedly be practiced
by every dealer and discributer handling Packard in the councry,
and yer we still have water pumps broughe back co us neacly done
up and chrown in the back of an owner's car, for which he has paid
list price for labor and material, with che requesc that we reimburse
him on his invoice.

I even had an owner, less than two weeks ago, bring in a 740
rear shock absorber assembly removed by a service station, large
enough to carry new pares of this nature in stock, who had made
the replacement and given the owner the old assembly wrapped up
in a newspaper for him to bring back to us some 2000 miles
distance.  Yes, cerrainly he had paid for the new shock absorber
and the labor atraching it. His new car dash plate was stamped
distinctly showing the car had been in service less than chirty days
and wicl; less chan 3000 miles on the speedometer. Forcunacely,
this owner was a particular friend of ours, having owned Packard
cars before, and knew from experience the treacmenc he should
receive at our hands.

| mencion these things, fellows, only because if chere is to be any
basic principles of right action among us, let’s use horse sense, good
business practices, and live up to the service policies as laid out by
the Packard Motor Car Company or else gec out of the business.
Every Service Manager ac sometime or ocher has had the funda-
mentals of good business brought forcibly to his attention but 1
often wonder why this same knowledge is not passed on down
through the entire service organizacion.

The most important members of our Service organizacion, as
we all know, are the fellows known as Service Salesmen who come
in contact with our owners directly and listen to their croubles and,
while we all have our own ideas as to the qualificacions necessary
to make the men in thac position most valuable to us, wicthout
proper guidance and without receiving definite instructions from
time to time from the Service Manager himself, they can cause us
to either go ahead as distributers or dealers or gradually slip out of
the automobile business.

If che unethical practices among us, which have been more
noticeable of course as we have grown with Packard, are kept up,
I promise your Service Station will be like Oliver Goldsmich’s
Deserced Village. In six months from now it will be an ideal
place for one really tired who wants to relax and write poecry.

These are indeed hard times and every dollar’s worth of business
we can bring in to the Packard organization anywhere in chis
counery, whether your own or others, and the protection of the
good name ‘‘Packard” needs your most careful consideration.

In conclusion, let me remind you that we are all brochers in thac
greac fraternity, not the Mystic Knighes of che Sea, buc the re-
sponsible one for Packard, so let’s when we go back home, start
EE:N: Educacional Program among the members of our Service
organization thac will prevent unechical practices among Packard
Service Men.

—‘.—.

Just a Little Story

A little story was picked up in Bridgeport che other day.
It is a liccle f)z;iry story because it has a moral. Every
mechanic and service salesman should read it over a
couple of times, the moral is not deeply hidden and we
know that you will ger the point without any trouble.
The main tKing is, let's keep this lictle story in mind, if
one customer appreciates such care and actencion, chere
are a lot of others just like him. We wonder what would
happen if every customer could make the same remarks,
the difference being that the foreman would be saying,

" “Yes he is just as careful wicth every car he handles,”

anyway here is the scory

Jones had driven his car into a garage for a slighe ad-
justment to the carburetor and while he was waiting he
seemed greatly interested in watching one of the me-
chanics working on another car.  In about fifteen minutes
the foreman stepped up to notify him chac his car was
ready.

“I've been warching that mechanic over there,” he
said to the foreman, “There's a man who knows his
business, he didn't spill a drop of oil on the motor; he put
down the hood gently, fastened it securely and left no
finger prints on it; he wiped his hands on clean waste
be('gorc opening che door, spread a clean cloth over the up-
holstery, meshed his gears noiselessly and then drove
slowly into the street—That's my idea of a conscientious
worker.”

“Yeah, that's his own car,”” replied the foreman as he
walked away.



Recent Alterations
SPARK PLUGS

Recent alterations provide for the use of the C-4 spark
plugs for use with high altitude heads. Tests indicate
that more satisfactory results and a prolonged life of the
plug is the reason for this recommendation. They are
carried in stock under part 185368.

LUBRICATION OF SLIDING SEAT PARTS

Four holes of one quarter inch diameter have been
added to the front seat frame assembly to allow for
lubrication of the sliding parts of the driver's seat. A
heavy machine oil should be used for lubricating these
parts.

REMOVING WIRE WHEEL HUB CAPS

A slot has been added in che wire wheel hub for con-
venience in emoving the hub cap on 8th series cars. By
inserting a screw driver in behind the hub cap in the
slot, it is easy to remove the hub cap wichout scratching
the plating, or the paint on the wheel. Whenever a wire
wheel equipped car is delivered, the owner’s attention
should be caﬁed to this slot and cthe method of removing
the hub cap.

BODY SILL DOOR BUMPERS

The question has been raised as to why the door
bumpers located in the body sill at the top and in the
bottom of the door, do not contact when the door
is closed. The answer is, they are not supposed to.
They are in place simply to absorb the shock of the door
against the body due to the weaving of the car on rough
roads. Do not try to adjust them so that they are con-
tacting at all cimes.

The Owner Who Can Not
Be Satisfied

There is not a single factory service representative,
nor a distributer's field service man, who has not heard
the following statement:

“Oh Yes, we are servicing practically all of our cus-
tomers and they seem pretty well sacisfied.” Things
would be in pretty good shape if che statement ended at
that point and if it were true, buc the sad part is chat
usually the statement does not end there, nor is the state-
ment true.

Usually the service manager who will make such a
statement does not keep an up-to-dace service follow-up
record; he doesn’t actually know what percentage of
customers are obtaining regular service from his depart-
ment. If he does keep a service follow-up record, he
usually doesn't know how complete the record is; he
usually makes no attempt to add any names to the record
except those received from the new car sales department.
There are a lot of used Packard cars sold through the
used car department of which he has no record and chere

are usually quite a few cars moved into the territory of

which he obrains no record. The only way he can get
these is by checking the registration record, usually ob-
tainable through the local dealer’s association.

We will presume that he does keep a fairly accurate
follow-up system and uses it, he might then be in a posi-
tion to state that his customers seemed pretty well
satisfied, but as we stated before, he never stops with this
comment, he adds this ‘‘But, of course, we have some that
just cannot be sacisfied."”’

As written, this is not a true statement and if you re-
word it, saying ‘‘We have customers whom we cannot

satisfy,” or if you say “We have customers whom we
will not satisfy,” then you have a true statement. This
statement, before we changed it, is simply a cheap
common alibi and the sooner we recognize it as such, the
better and easier it is going to be for all of us. The
sooner we quit kidding ourselves on the belief that Pack-
ard owners cannot be satisfied and get down to analyzing
not only their mechanical troubles, but the owner him-
self, his desire as it effects his purchase of a Packard car,
or the use of it and what he is really after; che sooner we
meet some of these tough customers and spend enough
time to find out what their trouble is, and we do nor say
for one moment that you do not have tough customers,
or tough problems, then is the time that we begin acting
like a real service organization, instead of like a bunch of
alibi artists.

We are making it too easy for a customer to drifc away
on the basis that he cannor be sacified; we use the excuse
too often. We spend too much money advertising to get
this customer and too much money selling him his car to
let him get away from us in such an easy manner. We
do not accepr the full responsibility for holding our own
business. We seem to get the idea that since the sales
department sold him the automobile, let them handle
him, we say to ourselves, *“Well what he is really after is
a long trade, or some special allowance, thats the sales
department’s job,”’ or we seem to feel chat the salesman
has enough enchusiasm or high pressure method to go out
and ger the customer back again, anyway we pass the
whole thing off wich the thought in mind, “He cannot
be satished.”

Now you know and we know that any Packard owner
who is in his right mind can be satisfied; you know and
we know that Packard has built and is building good
serviceable cars, we never have claimed that we build a
perfect automobile, we never sold one to you as such and
we never ask the salesmen to sell it as such. Such a con-
traption does not exist. The Packard Company builds
the best automobile it knows how to build, it is subject
to wear, to depreciation, to accidents and to all the ocher
ills that any other automobile is subject to, but thank
goodness not to the same degree.

The man who buys that automobile is a human being,
otherwise he wouldn't he here on the same earch wich
you, he has certain wants and desires; he knows this
isn’t a perfect world and he knows just as you do that
there isn’'t anything running around on wheels chat is
perfect, he has been sold on the idea that Packard builds
a real automobile and he wants his to be just that.

You can make it run like a Packard should and you
can sell him on the idea chat his Packard, once in standard
condition, is just like every other Packard of that same
series. Now, if you have straightened this same owner
out from the standpoint of any grievances which he may
have had, or any ill feelings toward anyone or the
handling of any transactions, then you will find chat it is
entirely possible to satisfy him.

You may have to admit that you cannot satisfy a
particular Packard owner, or you may have to admic chat
the work done under your supervision does not satisfy a
particular Packard owner, but do not say that he cannort be
satisfied, because this is not true. He can be sacisfied,
its your job to do this—and it is our job to help you do ic.

Let's all get together and throw this expression out of
our Service Department and entirely out of our vocabu-
lary; it is not true and it does not belong in a Packard
Service Station. Once we have goteen rid of it, we can
all ger down to our job of “Satisf?zing Packard Owners.”



Correct Lubricant for Wheel
Bearings

For the lubrication of front wheel bearings, a fibre
grease should be used. Fibre greases differ from the
ordinary cup greases in that they do not leak as badly;
they are made from sodium soap and oil. In applying
grease to the front wheel bearings, the bearings should
be well greased; it is not necessary to pack the hub caps
full of grease, as this does no good whatever and elimi-
nates all the space which should be available for ex-
pansion of che ?uhn’cam:. Without chis space, the lubri-
cant is forced out onto the brake lining.

For rear wheel bearings, a regular cup grease is
superior to the fibre grease because of the water condition
and possible rusting of the rear wheel bearings.

Ground Wire

The question has been raised as to the location ot che
ground wire on Eighth Series cars—this is located just
below the lower part of the rear seat back cushion on the
left hand side and may be reached by removal of the
rear seat cushion.
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Heater Wiring
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The ignition coils of the eighth series cars are equipped
with an extra terminal on the switch end to which the
blower wire can be attached when a car heater is installed.

The use of this terminal for this purpose will insure the
heater blower being turned off when the ignition switch
is turned off and prevent the battery from being run down
by a forgetful owner.

It is however very important that the wires on the
opposite end of the coil that leads to the battery and
distributor be atcached to their proper terminals which are
plainly marked, otherwise the current for running the
heater blower would have to pass through the primary
winding of the coil which would interfere with both the
ignition and the operation of the blower.

It is therefore highly important when utilizing this
extra coil terminal for any purpose to make sure the
discributor and battery wire on the opposite end of the coil
are actached to their proper terminals, as shown in che
illustration.

Some of the cars that have been shipped may have had
these wires reversed, so an inspection should be made to
make sure they are properly located before attaching
anything to the extra terminal.
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We have a number of miniature posters printed in
exactly the same color as used on the large size posters;
they are approximately 2" x 6", printed on light card-
board and may be used very effectively during the months
preceding cold weather as an attachment to the cus-
tomer's copy of the invoice, or to his statement during
that monti-n. It forms a tie-up with the information
being given in the Service Department by means of a
poster and the service salesman. A definite program for
preparing the car for winter use should be started and
persistently followed up.

It is just about time to use the Fall posters, if yours
is soiled, or does not appear neat and fresh, we suggest
that you order out a new one. We have additional
copies of these at fifty cents each and if you have not used
the poster service, we suggest that you go back through
the Service Letters, ordering out the Fall and Winter
You will find
other posters shown in various issues of the Service
Letter, which present a very attractive appearance in the
Service Department.

The entire series of twelve on a monthly basis ac fifey
cents 2 month is a very small expense for this method
of furcher advertising your service facilities and presenting
definite messages to customers, who call at your Service

Department.
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For Sale

1—326 Sedan Body $100. 1—633 7-Pass. Sedan $250.
Good condition. Write L. F. Reilly, Service Manager,
0. D. Wearly, Toledo, Ohio.

We Welcome Suggestions and Inquiries from Packard Service Men. Address All Communications Care
Editor, Packard Service Letter.
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