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"HE invoice which we are showing is a rare specimen.
It emphasizes a so-called derail, which is too often
overlooked in our service sracion routine. Please notice
the business end of the arrow. The cashier chanked che
customer when the bill was paid. The customer thouglic
this so unusual in service scation operation that he senc
the invoice to the factory and we are passing it on to
you. The word “Thanks” you will notice is not a part
of the rubber stamp, ic is an added personal couch on the
parc of che cashier and we cannoc help buc feel that in
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addition to chis, the customer personally was thanked
by the cashier.

That customer who is just driving ouc of your service
station has done several things. In the first place, he
drove in to purchase some maintenance need for his car,
or possibly to obrain work which he had previously paid
for, as in the case of warranty work. The fact remains
that he has purchased someching. Now what does chat
mean to you? Well, jusc this—he helped the company
you are working for to pay you. In other words, that
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custorner helped you to be in a position next week to
buy food for yourself and your family. He helped pay
your rent; to buy your coal and to buy your overcoat.
Why shouldn’c you thank him! Why shouldn't you ask
him to come in again! But these, you say, are some of
the derails you don't have dime to take care of. They
arc far from being deeails. They are »what complete each
service contact.  They are just as important as any other
step i chat contact. We should, by all means, no more
think of omitting this extremely imporcant step than we
would think of omitcing any other steps in che service
contace.

Always thank a cuscomer for his purchase.  Whenever
possible, close the door of his car for him. An unpleasant
impression may be created by abrupely leaving the cus-

tormer as soon as you have colleceed for his purchase, or

as soon as you have handed him the invoice for whatever
work he has had done. Unless another custormer is wait-
ing to be served, stand at a reasonable distance facing
him when he drives out. Above all chings let the cus-
romer’s last impression of you be a favorable one.

When vou have completely served his car; when you
have every reason to believe that he is perfeccly satished
with the service that you have rendered, and the products
that you have sold him, always say, “Call again, sir,”
or “Call again, please.” Smile as you say it. Remember,
people are going to buy where they receive the most
courceous and complece service. The *“Thank you,” and
“Call again” steps in each service contace are what com-
plete the service. Your fnal “Call 2gain, please” indi-
cates thar it has been a pleasure for you to serve him.
It shows that you appreciate his patronage and that you
really want him to come back again. All people like
thiis kind of treaument—vyou buy from che store that indi-
cates thae they appreciate vour business, so by all neans
be pleasant, be courteous and smile. Your customers will
remember it and recurn for more.

Annual Parts Inventory Closing

Will you please take special notice that the factory
parts deparement will be closed for the taking of annual
inventory and Thanksgiving Day holiday.  This de-
partment will be closed on Wednesday, November 29
for inventory and Thursday, November 30, Thanksgiv-
ing Day. Absolutely no parts shipments will be made
on these two days.

Distributers and dealers should anticipate their pares
requirements so that this shore pericd of closing, when
no shipments will be made, will not interfere wich parts
service to Packard owners. Regular parcs shipments will
be resumed on Friday, December 1. Please make certain

that your parts deparcment is aware ol this notice.

Differential Qil Change

We have already called to your attention the impor-
tance of changing the lubricanc in cthe differential assem-
hly in the fall of the year. Many distributers find this
item of such importance to their owners that they make
it the subject of a special letter this time of the year.
This is a copy of the letter used by Packard-Pitesburgh.
If you do not send ouc a letter, the service sales force
should he very parcicular to call this mateer to the atten-
tion of all owners who drive in during che nexe thirey
days. . '

Dear (Mr. Owher:)

PLEASE READ THIS LETTER CAREFULLY. Tt
will probably save you inconvenlience, annoyance,
and expense. :

i Heretofore, we have sugzested that you

bring your car irn for wintier lubrication. This

year, we are telling you that the c¢il in the

differential of your car must be changed.
{ Heavy, black oils such as used in the lubrica- |
| tion ¢f hypoid gears, have 2 tencdency to thicken |
' after being subjected to high temperatures for
protracted periods. Coldé weather naturally
aggravates this conditien, furiber increasing
the viscosity of the oil....and our experience
indicates tnat most of the scoring of ring gears
and pinions occurs after the lubricani in the
differential has been used for a long period of
time. 0il which has been used 211 sumrer, for
example, will channel, with ithe cowing of the
first cold snap, varticularly if the car is
! driven fast or under a heavy load.
: Furthermore, it takes an extreme-pressure
lubricant for Fackard differentials. So far,
only two brands have been recommended by the
Factory Engineers. The cost of this oil-change,
to you, is only $2.00.

Won't you please help us help you, by
heving this item attended to at your earliest
convenience?

Further information with regard to winter
care of your car will be sent you in the very
near future. Differential lubrication is of
sucn extreme importance that we believe this
special letter necessary.

Yours very truly,

E. F. Schuman
Service Manager

SPECIAL TOOLS
Spark Plug Gap Adjusting Tool

This tool has two chickness gauges atrached, one of
twenth-five and one of thirty-three chousandchs,  The
opening in rhe end of the tool is arranged so that in
secting the gap to che correct chickness, the outer elec-
wode can be properly set withour touching the cencer
clecerode.  If the old method of simply prying the elec-
tcrodes apart in order to obrain the proper gap is used,
very often the porcelain around che center electrode will
be cracked and che efficiency of the pligs impaired. You
will find chis tool very handy and ic will save its cost
many times over.
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Front Door Visor

- Due to a popular demand our Accessory Department
recently developed a front door window visor. It fastens
to the body over the front door—is adjustable and when
‘not in use folds up against the roof.

The brackees are finished in chromium and the visor
is covered wich cloch to macch the headlining.

e ot e

We suggest you equip at least one of your demonstra-
tors, also exhibic 2 visor in your Service Department.
It is imporcant chat all your salesmen be familiar wich it.

NMotor Supporf

B st ]

Tool $7-919.  List Price, $8.00

This tool is designed for use wich Tench and Eleventh
Series cars. It is placed in posicion at che rear of the
motor across thic frame so that che motor reses on che
support while the cransmission assembly is being re-
moved. It is essencial wich che present type of rear
motor suspension to use a suppore at the rear of che moror
whenever the moter and transmission are disconnecced.
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In the customer’s own words, we are giving you a
story of Packard service. This letrer was writeen to che
factory by a customer who indicates that he owns a
1927 car. It is hardly worth the cost of repairs pur on
it, yer ivis still in good condition. He says that it always
scems to him that when he takes his car in for somc
necessary repairs the mechanic says to himself, “Here is
a fellow thac is damn fool enough to drive a high priced
car, he is our mear, we will soak him?”" From here on
we will quate the customer’s Jeteer, it is not unusual and
it reflects che cusconier's viewpoint which you men in
the service department must take into consideration in
your handling of all Packard owners. We will not add
anyching to the customer’s comments. We will fec you
form your own conclusions. Did the service salesman
sell this man convincingly, what was necessary? Did he
accept the customer’s viewpoine and try to sell him the
kind of service that the customer wanted? And finally,
and extremely importane, did he see the job through with
the same deailed care that be would wane his own car
followed through a service stacion?

“Gentlemen:

Thursday morning [ brought my car to your establish-
ment with a sluggish moror and your floor man went
with me in the car to diagnose the trouble. Although
the crouble had developed in the lase fifty or sixey miles
coming to ——--—, he prompely diagnosed it as a job
of valve grinding needed and sold me that at a cost of
-$12.00. Thac did not wake long, rrobably five minuces.

Then he started in to atcerupe to scll me a change of
grease recommending a new superior type of grease chat
was light in the winter time and heavy in the summer,
or at least had char etece, suitable for all year use. Hav-
ing just had my grease added ro before T searted co— ——,
and not being yet ready for a winter change, | declined
the purchase.

Later he called me at che hotel and told me that my
timing chain was badly worn and had jumped the
sprocker. [ had known [or some time that the ciming
chain was strecched, in face, for more than a year the
take-up on the chain had all been used up, so it was easy
to sell me a new chain, installed cost $13.00.

[ had previously asked him to adjust my brakes and he
informed me, in chis aalk over the telephone, that the
brake levers were beyond center and chat undoubtedly 1
needed the brakes relined, but having recently seen the
inside of the hubs myself, and knowing chere was still
abundanc chickness and surface to che brake lining, 1
declined chat purchase as well. Then he told me he
could reser the levers, which, of course, we all know,
and-I instructed him to do thac. The cost for thac service
was $3.50.

In addition, chere were some small supplies chac had
to be furnished, bringing the toral bill o $32.41.

I could not help buc chink, during the entire transac-
tion that what your organization swas interested in was
not service but the services (your services to be exace),
which you were anxious to dispose of ac a profic. |
could not help bue conclude that your organization was
thinking as you oransaceed business wich mie, ' wonder
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how much money he has, or I can get him to spend, and
can I buy a new pair of shoes for che baby with the com-
mission or profic [ make.” [t did not seem to me that
at any time was any greac stress placed on the choughe,
‘I wonder how we can be of service to him: how we can
give him some advancage or benehe.” The predominanc
thoughe, very evidently was, ‘How can we increase our
sales; how can we dispose of more of our services,
whether service is rendered or not.”

I undoubtedly nceded a new timing chain, possibly |
needed che valves ground, although I seriously question -
that, but at any rate, 1 am sure the valve grinding im-
proved che efliciency of the motor, whether $12.00 worch
or not, is somewhat questionable to me.

But what prompes this lecter is the face that [ received
neither service in my own incerest, nor your services
which you were so anxious to sell me because last even-
ing, leaving——-——abour five to cight miles west of
- ~—, the motor began to act up much worse than
when I firse brought it in to you. We limped painfully
into -—————, fluently cursing all aucomobile men in
gencral and your organization in parcicular. 1t was after
night and there was some difficulty in arousing a me-
chanic. Finally we did rouse onc. Alchough he said he
had had only about ecightecn monch’s experience in
repairing automobiles, he either had good judgment or
good luck because the fise ching he did was to take off
the valve plate, inspect the valves, and lo and behold
the lock nue on one of the valve tappees had very evi-
dently not been ser, and there was a space large enough
between the valve and the tappec to puc your inder
finger in. He adjusted. thae and while he was doing it
noticed a water leak. He frse choughe it was the pack-
ing around the pump wich which you had noching to
do, but found chat thac nue could not be drawn up as ic
was perfectly tight buc the nuts on the flange holding in
the pump were loose. These were tightened up and the
water leak stopped.

With all of these evidences or your anxiety to sell your
services and your apparenc spirit of abandon as to whether
or not the customer received service, we choughe it
would be wise to check all of the work done, so had che
mechanic check che rest of the tappers which were found
to be in order, and had him pull down the eylinder head
boles, which already in that shorc drive needed pulling
down.

The cost was negligible, thirey-five cents, but the
annoyance and discomfort was tremendous, as 1 am sure
even you will agree.

[ am in the sclling business. [ want my salesmen to
produce sales and plenty of chem, but it secms to me
that here is a concrere case of where stress was put on
services and the disposal of them and not on service and
the rendition of ic. [ am sure you cannot blame me, if |
come to your shop again, thac I would be pronc co dis-
count any recommendadons which your organization
should make, feeling that the principal chought in che
buck of cheir heads would be, ‘Here he is again. [ wonder
how much we can gee dhis cime’”

Yours very cruly,
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