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ET'S take a cypical customer and puc oursclves in
— his place. Here he comes through the service
station door.  His car is Himping a lictle, and navurally
he is anxious o know just what, and how scrious, the
trouble is. He is wondering how much the repairs will
cost, and how long they will take. He doesn’t pardicu-
larly relish having to do without his car for even the
shoreest period of time,

So our first. problem-—rthough ic really isn't a prohlem
becawse it's a nacural instince with all good scrvice men
-—is to let him know that he is going to receive the
same  prompr, courtcous, sympachetic atention e
would expect if our positions were reversed.

Don't forger thar Mr. Owner has passed up scveral
competitive scrvice starions and has Jriven a number
of blocks out of his way because some one sold hin on
Packard service when he firse boughe his car. Now it is
up o us to show him chac che service s all; and even
more. than was promised.

Sa Ted, our service satesman, who is walting as
drives tirough the door, grcers bim wich a
“Good mworning, Mro Bendley, Will vou drive right
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over here please?—That's fine.  Now, how can we be of
service to you?”  Now Ted is a sales-minded sarvice
man. Notice how he addvesses his cuscomer by name?
—How he greees his cuscomer wich just the righe mixoure
of friendliness and dignity?  FHe's carelul not to lee too
much familiaricy creep into his grecting because he
knows that too much “glad hand” may be even more

distasceful to the owner than inatention.

Now suppose char Ted is busy on the phone or
talking co another cuscomer, it's lunch cime, and Ted
ts the only man on dury.  He'd excuse himsell for a
noment, lec che cuscomer tn, greee him, and chen say,
“NMro Rendey, 'mwoking care of another custoner.
If you'll excuse me for just a momeng, Ul be righe back
and at your service.” Do you see how much beceer this
is than o allow Mro Owner to waie with no acencion

And,

unless le is pavticularly unreasonable, he won't mind

at all, while you fnish wich the oiher customer?

waiting a few momwenes o long as he koows that vou

Lknow he's there and chac he will be calen care of as soon

as you have finished,
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During the current Elevench Series praduction a change
has been made in dhe type of ficting used for grease
lubrication. '

The old and new futings are shown in the iUustravion.
The new construction is the high pressure svscem wich a
possible pressure of 1200 tbs. as cornpared wich 250 lbs.
possible with the old design.

We have a few calls for Alemize guns in o service
stores division, and we will be prepared o supply che

sun used wich the new construction.
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Don’t—xwrite, "'hx che clutch" and ¢ 1€ me-

chanic to mece the customer’s idea of cosc.
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Don'c--let the customer leave the shop without read-
ing the order, approving it and signing ic.

Don't—omit to comnunicate with the cuscomer
tefore doing more than the repair order specifies.

Don't forget to remember your promises.

Belore the custemer leaves cthe “cr\‘ice station  he
sho 1ld be requested to read the repair order carefully and
it it meees with his approval and he understands the
prices he should sign it. Incidentally it is a good plan
ro draw a diagonal line from che last operation written
down to the place where the cuscomer is to sign. This
eliminates any chance of an argument as to how many
repair operations were on the ovder at che time of signing.

If there szems to be some doubt in the cuscomer's
mind as to what an operacion includes che S, S, should
rake pains to make chis perfecely clear to the customer.
Trouble comes [rom the customer not kinowing what he
is paying for.

Pe definite as vague orders cause misunderstandings.

The average customer is perfectly willing to pay for
what he gees buc it is necess ﬂy for him to k,.ow what
he is gecting in order to keep him friendly to the shop.
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Will you please re-read che article on the fronc page
of che June 1 edicion of the Service LetTer.  In this
article we notificd you of a chan-c in ordering service
ferms. We are sull receiving a large number of orders
for service forms at the faccory and it is necessary for us
to re-mail them co the Revnolds & Peynolds Company
of Dayron, Obio.  Will you please save rime on your
orders for D7 forms by Smdmw them direct to the
Reynelds & Rcyno tde Company, bwmn Ohio?

The only forms w ke ordered from the factory are the

rarts orders, che six item form now known as VTA-19;
1 1 i)

the pares order pwelve tcem form known as VTA-19-B,
the pares order welephone and colegraph ackinowlele-
menes, known as \7'1" A-19-Coehe pares claimy tags under
form VT A1, and che Tabor claim under form VA
FH9 Aside fLom these scandard !mm> SCIVICE PTOImo-
\ ol the Seevics

tion marenial, as Bsted in the June 1 s
Lerver, will also be ordered lmm the lacrory, othenvise
Al scrvice forms bearing D" {orm an! ers are o be
ordered from Reynolds & Revnolds,
* . ~ JdoC .
inth and Tenth series rront 2prings

NOT INTER

The Ninch Series [ront springs and ch
front springs appear to be incerchange
they carry difTerent piece numbers.

CHAMGEABLE
he Tench Series
vblc, although

To prevent the service field from making an emer-
gency substitution and chen running into 4 condidon
which might be difficule to diagnose, we are illustrating
below
Pirce No.
186032 Front spring and covers assembled, 930 1b.

load, 42 ~ 2L{ size, 375 1b. rate. ‘

10336 Iront spring and cevers assembled, 930 Tb.

load, 42 x 214 size, 375 1b. rate.

The center bole in che hrst mentioncd spring s 20
inches back from the front eve, while in picce No. 210336
it is located 2014 inches from the eve.

The diflerence is so small it miUI\t not be nericed.

Thc 56 x 214 rear springs on the model 1001 resemble
the S \em" Serics rears, bur the cencer bolt is oue of
Jocacion 214 inches.

reventive

[rade Letter No. T-2672
U dated junt 13, 1934 an-
= nounced to the field a new
L s A U service item under che name
C of Packard Rust Preventive.
This solution carrics in sus-
, pension tiny globules of facry
i L substunce  chat spread  a
pmtccti\'c film oo the walls
of all water passages and
N effeccively arrests che forma-
i g ton of rust and corrosion
‘ in cylinder blocks and radia-
i tors.
: The cooling systems of
' all Packard cars  shipped
from the ["acr.ory in the lasc
thirty months were treated
with this preparatien, and
| the resules of chisspecial care
are refleceed in che rapidly
e diminishing number of radi-
e ators with clm rced  cores
being recurmed to the faccory.
Stare vour owner oftf righe

when using Rust Preventive.
Clean radiator thoroughly.
Flush out loose sediment in warer passages.
Puc in new hose and new fan beles if necessary.
Pour in ove pint of Rust Preventive and _H cooling

syscem with clean warter or anri-freese mi xeuie depending

on the ceason,
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Prece N Size List Piice

ATO8317 Pinc S 40 Pr o Iy
AT98318 Quart 70 Q. D o

A 98319 : Gallon 1.20 Cal. ST ' June 12, 1574
A 98320 3 Gallon 1.20 Gal.

Do You Kemember This One ?

COT\':T\!EC'HF\ICI RODS, TENTH SEKIES
The. bhabbi

cein thie Teneh Serics connecting rods is only
020 inch thick. This, of course, will make it necessary
for all service stations when heting connacoing rod hear-
fngs to scraps out as little babbitt as possible.

in taking up connecting rod bearings by hling off the
lovwer cap, make sure not to file off any rore than is
absolucely necessary.  1F too much is filed off, it will
make it necessary to scrape out an unnecessary amount of
babbice in order to get the bearing [rec,

We should make it a point never to scrape Tench Scrics
connecting rods unless ic is ahsolutely necessary.
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On June 26, a pamphict entitled “Successtul Scevic
Selling Tdeas" was sent one to Distributers and Dealers,
accompanicd by general lecter G-636!

As we said 1n the general lewee, “You will hind i of
value provided you do your parg, thar is, use the proven
' in the book.”

H ¢ you ([Ukll(d the ideas, many of which are not
new, bw_ aH " which lmw proven successiul?

These ideas fo*‘ merchandising service are exclusively
for the benehic of Discribucers and Dealers. e is our job
L0 Urge yoi Lo use <Lc}| oud ideas as well as to put the
suggestions in your S.

We have done our p;‘.rt—-}'(n‘x have the book-—-How
much can you ger out of it in the way of workable

June 7, 1934
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Heat in Bodies H3S:F HoOB. T

The elimination ol excessive heat in body interiows is a
comparatively simple mateer, bur one which scems o
trouble somie service dey artments.

Excessive heat is largcl)' caused by the prescnce of
small openings in the floor bhoards or under the scaws
which pernic the hou air underncach the C'.‘ll‘ to be drawn
into the body. These openings can bese be located by
removing ('(_ carpers and sear cushions and using an
air hose underncach.  The movemen: of duse inside the
body will Tndicate dhiz position of the leaks.

l arcicular accencion should be given to che pan under

s trone scac, and also o dhe feeing of the baceery box

ver, The cover gasler muse be in good condition in
(’1'(‘1C," to provide o diche seall

YWheo o comnp! on eNC

average service station, che

. . o
ive heat is received by che
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- and [x.! 1\\\[ side of iz hods.
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[his Operation Was Mot in the MNew Service Manudl

In the new Service Manual, Al Nelson,
Chiel Tester for the Brideerore Branch under
the direction of Gardiner Plaw, hunced in
vain for the price on this operation -

Remove cranlkcase,

Scrape and “engine rurn’ all aluminum
surfaces. i '

Al compromised —He did che scraping and )
the owner did the engine rmmng working b ‘
until midnighe, mght alter nighe, -until the R Ty
job was complete (sce cur). ‘ TR L

The cwner, an old Cadillac enthusiase, . o : j
finally took a ride in cthe 1004 Super Bight— '
score one for Packard,

"T'hen he bought an 840 Phacron.

The 840 has proved so fine a car that he
believes it deserves to be dressed up. It
now has—

1. New top .

2. New pninc i

3. Dual coil equipment P ' _ ) . :

4. Specially buite tonneaw windshield L b, Ny N ’ \

5. New radio :

6. Slip covers - 10, Reground block, chromivm plated studs, pipes,

7. New trunk rack valve and water jacker covers, and scraped and

8. Spf’.qal horns o “engiue turned”’ crankcase.

9. Special scop light wich swinging lancern Racher an wnusual job bue Packard service is always
AND equal to them.

A Tirme and Trouble Saver

The picture shows che use of a time saving
rubber stamip used on che standard repair order, It
does two things.  lo makes clear ro the customer
the basis on which the adjustment suggested by the
service salesman is to be made and it <m‘nl os e

parts department with the necessary information to

make ouc the claim wag to Lc attached to the pare

held for disposition

lc is too often necessary for the pares manager ro
dig up a lot of informuation thae should be supplicd
at the uvme the original repair order s wiitten.
This stamp would cake carc of this condition in

rvice salesman knows

very nice shape. When Ll <

S¢
. BEISRRI PARTS O 1 . - renlaced o . e le
that a pac s o L\_ ep On a rapair oraar, e

. PEASOI FOR GE

. T T S 4 staap s used; che spaces are pmnul filled cuc and
o T this avronuarically takes care of supplying, boch che
R bilting deparcment and the rerurn goods depare-

meng, wich the necessary ivfornucion o properly

and guickly handle che necossary decarls,

—Fronr Packesd-WWashington,

SUGGESTIONS OR QUESTIONS TRQOM READERS AT’\E ALWAYS WELCOMYE, FTOW CAN WIE AMAKE T
LETTER OF »MORE VALUE TO YOQU? DIRESS LETTERS—MNORM., LULL—EDITOR PACKARD SERIICE






