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Wonder What the Owner Thinks ?

THE way to find out is to keep in close and constant
touch with him. If he is satished we wanc him to
tell others—if not we want him to tell us. The man
who reports a complaint immediately can be satisfied
ninety-nine times if the real spirit of the Packard Com-
pany's Policy is followed. The man to fear and the one
who builds up sales resistance is the owner who is dis-
satished and fails to tell us but you can be sure he is
telling his friends at the club about the trouble with his
car or the blankety blank service.

With a constant follow up of every owner there is no
reason why every case of dissatisfaction cannot be dis-
covered. Once we know of a complaint no reasonable
effort should be spared to clean the matter up at once.
Every moment lost in making adjustments or explana-
tions may mean a sale lost cthrough adverse criticism.

Every satisfied Packard owner is an assec—every
dissatisfied owner is a liability. Our job is plain; we
must keep our owners satisfied with their cars and our
service.

What does the owner want in order to be sarisfied and
pleased with the service he is receiving? And note that
we say ‘‘pleased’” as well as sacished. We want our
customers to talk about our fine service just as they talk
about our fine cars.

We believe the owner wants, first of all, to lose the
use of his car for the shortest possible length of time.
Next he wants his troubles fixed and fixed right. This,
however, he should take for granted when the work is
done by Packard men. Burt in addition he wants to be
handled in a “personal” sort of way. Here is where we
can outshine our competitors. This is the side of service
which is weak in the majority of places—the human
side and importanc side.

There is only one possible way to accomplish success

in selling service and that is by the proper attitude to
start with, backed up with pleasant personalities and
constant tact and good salesmanship on the part of every
employee. From doorman to manager each employee
is the Packard Company to the customer and a dis-
courteous word or any lack of interested, alert attention
will immediately create an unfavorable impression of
the service, in particular, and the Company, in general.
Many a dissatisfied owner is changed to a real booster
through proper handling in the service department.
Many times a liccle extra personal attention—a liccle
fussing over him—is all that is needed, yet the extra
effort, the pleasant smile, the apparent anxiety to please
are the most difficulc things to train into the service
organization although success depends largely on their
constant and unfailing use.

Volumes could be written on the “big little things™
which can be done—and cost next to nothing—but
which will create in the owner's mind the impression o
good service, and good service is largely a question of
mental state. Good service is an impression and every
member of our organization is a salesman selling that
impression to the owner. In one careless act or word che
effort of years can be lost.

What made and will make Packard service stand out
over and above the service of others is our proper
appreciation of this intangible quality in service and the
constant training of the service organization along
these lines. An owner of any car may get perfect
mechanical work at an alley shop but he expects this
and much more from Packard service.

We need good tools and good mechanics but we also
need to give attention to the customer’s mencal troubles
and peculiarities if we would have him Pleased with
Packard Service.

become so much a part of you that every act reflects the creed.

THE PACKARD MASTER SERVICE SALESMEN'S CREED you receive with this copy of the Service Letter is a
book which appears to be for the use of service salesmen only. We are sending the book to all who receive the Service Letter for the
reason that we consider every man connected with Packard service to be in a sense a service salesman. He may not at this time come
in direct contact with the customer but in a broader sense his work does come in contact with the customer an he, therefore, is just as
much a service salesman as is the man on the service floor. The book is therefore, for all of you.

It is called a creed—it is what you as a service salesman should believe. You must first believe before you are prepared to act intelli-
gently. A creed is not something intended simply for reading, you must read and re-read it. It must become a part of you; it must

Re-read it—study it—make it a part of you and you then become a Master Service Salesman.

HENERY LOVWNER A SALESMAN



Clutch Shaft Forward Bearing

In the removal of the clutch shaft, difhiculey has some-
times been encountered owing to the fact that the pilot
at the forward end of the shaft cannot be withdrawn
from the bearing in che flywheel.

The recainer holding the bearing in place has made it
impossible to withdraw the bearing and shafc together,
so that a considerable efforc has often been required in
the removal of the shaft.

The illustration shows a new construction which has
just been approved. A bearing of a new design has been

205454
205784

adopted which retains the lubricant with which it is
packed, thus making the bearing retainer unnecessary.
In the removal of the shaft, thercﬁ)re, the bearing is free
to remain in the flywheel or to come out with the shaft.

In the future the new bearing, piece No. 205454 will
be supplied and may be used in your future replacements.
It will be noted that a spacer, piece No. 205784 is
mounted on the shaft in such a way as to keep the bearing
from working out of the flywheel. The spacer will be
supplied with the bearing.

Please note that the spacer does not make contact
with the bearing, and normally has no work to do.
It simply acts as a stop if the bearing attempts to work
out of}thc flywheel.

Ninth and Tenth Series Front Springs
NOT INTERCHANGEABLE

The Ninth Series front springs and the Tenth Series
front springs appear to be interchangeable, although
they carry different piece numbers.

To prevent the service field from making an emer-
gency substitution and then running into a condition
which might be difficule to diagnose, we are illustrating
below :

Piece No.

186032  Front spring and covers assembled, 950 Ib.
load, 42 x 214 size, 375 lb. rate.

210336  Front spring and covers assembled, 950 Ib.

load, 42 x 214 size, 375 lb. rate.
The center bolt in the first mentioned spring is 20
inches back from the front eye, while in piece No. 210336
it is located 2014 inches from the eye.

The difference is so small it might not be noticed.

The 56 x 214 rear springs on the model 1001 resemble
the Seventh Series rears, but the center bolt is out of
location 214 inches.

Clutch Driven Members

The clutch driven members in all current model cars
are of the cushion type in which a soft engagement is
provided by means of flat springs between the driven
plate and the facing. As the clutch engages the flat
springs are compressed until the lining is making che
same contact with the plate itself.

This construction provides a very smooth engagement
with freedom from the chatter which was sometimes
noticeable with the earlier design. The cushion con-
struction is also being supplied in our service replace-
ment units.

You will recall that Technical Letter 1926 described
a motor support front brace for the 900 model which
prevented clutch chatter by preventing the fore and aft
movement of the motor in its mountings. It was
suggested that this brace be used whenever a complaint
on clutch chatter developed in this model.

We now believe that it is better not to restrict the
motor supports by this brace, but to permit the full
movement of the support which was originally intended.
The new clutch driven member makes it possible to
correct chatter without the use of the brace and accord-
ingly this parc will no longer be supplied.

Gasoline Tank Gauges

The control type of gasoline gauge makes use of a
float mechanism operating a rheostat in the head of the
tank unit. The gauge is described in the Service LeTTER
dated April 1, 1932.

In making the installation of a tank unit, it is neces-
sary that the cork float at the bottom of the wire arm be
properly located in order that a correct reading may be
shown, and this illustration indicates the distance from
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the top of the tank to the bottom of the float in the
various models.

Before installing one of these units, the position of
the float should be checked by holding the flange at che
head of the unit against the edge of a flac surface and
measuring from this surface to the bottom of the float.
The wire may then be bent if necessary to provide the
proper result.



Special Tool

We have received from Packard-New York a sug-

Suggestions

the proper clearance between the valve rocker lever and
the valve stem after valve seats have been re-faced.

Blue prints may be obtained under the numbers given
for either these two, or if you wish tools made up write
the Special Tool Department for prices.

gestion on two special tools which were developed by
Mr, Hass.

A tool to release the rocker lever housing piston.
The tool is illustrated and will be designated by ST911
The tool is placed under the rocker lever piston and places
a strain on the piston; this releases the oil pressure.
After the bleeder valve has been released from its seat this
will allow you to obtain the proper clearance for grind-
ing valves on the Twelve.

The second tool is an indicator gauge that will be
designated by ST912. It is used for measuring the
length of the valve stems on the Twelve to determine
the amount of stock to be taken off in order to obrain
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Twenty-five Well-Filled Years

From repair shop to general manager of one of Pack-
ard’s largest distributerships sounds like the ticle of a
story book, but in this case it is true. This is not
printed with permission as that very likely could not be
obrained.

Fred Bishop started with Packard twenty-five years
ago working first in the shop where he soon became
shop foreman, and from there graduated to service
manager. His twenty-fifth Packard birthday found
him in the office of general manager of the establish-
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Mailing Piece Helps

Curts or electros used in the
Service LeTTERS or in any serv-
ice mailing piece may be ob-
rained for printing your own

IN PACKARD ; ! ;
AUTHORIZED pieces. Electros are copies of
SERVICE cuts and are much less ex-

pensive. The one shown for
instance is $1.00.

ment operated by Ira L. Berk in Pitesburgh.

If you ask him how he did it his answer would

probably be By watching the cotter pins.”
service way of saying ‘‘Never mind about the outcome
of the job, but be as particular as the devil about every
last derail and the outcome will take care of itself.”

This is a

We speak for the field and factory service organi-

zations when we extend our congratulations and best
wishes to Mr. Bishop for his continued success and
happiness.

In case you can’t find him—he is the burley Shop Foreman, holding the steering wheel



Manifold Heat Control Valve

2/3747

e/37E &

E/37a4

BEAN /1875 2. o005

In the exhaust manifold of the Eight and the Super
Eight is a heat control valve which regulates thermo-

Lubrication Wall Chart

These charts are finished in two
colors on heavy whire cardboard. They
are 33 inches by 43 inches, a suitable
size ‘for display at your Lubrication
Rack—Go after this lubrication busi-
ness. It's proficable and ic establishes
contacts regularly—Nothing is more
important right now—=See them regu-
larly—Know them—Give them a
chance to get acquainted with you and

statically the entrance of the exhaust gas into the car-
buretor hot spot.

We have recently added a small coiled spring to the
arm of the valve in order to prevent a rattle in che
mechanism, and the construction can be applied to cars
already in service by changing the parts shown in tche
illustration.

For each car there will be required :

1-213747 Heat Control Weight
1-213745 Hear=Control Weight Key
1-213746 Control Stop Spring
1-213744 Control Stop Pin

The installation is made by measuring 214" down
from the center line of the valve shaft and installing the
pin by drilling an 11/64" hole and reaming to .1875".

The new pin will be a drive fic in the hole and should
be driven in to a depth of about 3/16".

Packarp Correcr Liuricarion

APPROVED BY PACKARD ENGINEERS

your mechods.

Monthly contact can best be ob-
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tained by a modern, well promoted

Light Oil SAE 10

lubrication plan. Have you carefully
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H. L. McDonald & Sons
Groveland, Mass.
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833—Roadster. Good condition

Liberty Motor Sales Company
Mzt. Lebanon, Pa.

Size 33" x 43”—Pr|c¢ 50 Cents Each

SUGGESTIONS OR QUESTIONS FROM READERS ARE ALWAYS WELCOME.

HOW CAN WE MAKE THE SERVICE

LETTER OF MORE VALUE TO YOU? ADDRESS LETTERS—NORM. LULL—EDITOR—PACKARD SERVICE LETTER.
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