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[ ID you ever see such a sign- as this in your new car sales room?  Chances are thar you never did,
-~ but do you have one in your service station? If you don’t have one in your sales room, why should
you have one iy yourservice station? Isn't a service station 1 sales room?  Isn't its purpose to scll service?
You have heard before thar the foundation of service is correet diagnosis and good mechanical work.
On the other hand, what do we do with these two things? When a customer brings his car into cthe
service station, he comes in for one purpose, thac is, to buy some service work for his car, therefore,
your service station is a sales room.

- Now for another quesrion! What i one of the first requisites of salesmanship? Tsn't it confidence?
To kecp your customer’s confidence, there are two things that you muse do, First, you muse give him
a good repair job for the price you charge him, Second, you muse handle him in such a way that he will
want co come back again. Most Paclard service stations have removed cthe mystery from cheir shops
by removing the “No Admiccance” sign, and inviting customers into theiy shops. Afrer all, it’s the
customer’s own money char he is spending, why shouldn’t he know how it is being spent? Do you
know of a hotel that won't ler you go out into cthe kitchen if you wish o inspect che place? Letting
cuscomers know that your shop is open for inspection insures confidence,  He i able to see what he is
getting for his money. He can see how you work; the conditions ynder which you work, the tools
and equipment that you use and all of these inspive confidence. '

Of course, there are a few customers who make a nuisance of themsclves in the shop. These can
be speciatly handled by the shop foreman. You can tell chem that due co the face chac they rallked co
the mechanic, it will be necessary to put cheir job on a time and maceria] basis, rather than on a flar race,
On the whole, however, you will have very liccle difficuley. You will establish confidence in the way
you render service. The advantages to be gained by throwing away the “No Admitcance” sign are
certainly greater than any advantages gained by keeping it up. '
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Clutch Cover Plate Installation

In

nounting the clutch cover plate on che Oy wheel
1T 1S

esirable to have as close a fic as possible becworen
the outer circumfberence of the place and the recess in che
fly wheel.

This is in order that the clutch may be exacely cencered
so that it will not develop an out-of-balance condidion.
A sclective fic is used in the factory in mounting the
plates. :

A selective fic is not practical in che field, but it is
equally importance chae the clucch be properly centered,
and you may find chac a licdle ficcing will be necessary in
order to mount che clutch properly.

Before che installation is made the edges of the cover
plate and the fly wheel should be relieved slightly so that
the plate will encer che recess and seat evenly against the
fly wheel face.

It is very important thac che clutch be seated properly,
and it is impossible to secure a smooeth and sacisfactory
clucch accion unless chis is done.
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Front ‘V!!xeel Palance

Please refer to cthe article on front wheel balance in
the Service LeTTer daced May 15, 1932,

The balancing weighes described in this leteer are now
used in our own productdon, and you will find them
installed on all front wheels where the out-of-balance
condition is suthcient to justify their use.

We feel that in gencral insufficient atcention has been
given to the halancing of the [ront wheels and tires in
service. You will find that high speed steering disturb-
ances can often be greatly reduced by che use of the
balancing weights. .

This is particularly true of cars with open and Con-
vertible bodies. The frames are more flexible and greater
care muse be taken in balancing the wheels in order to
secure a good steering resule,

i

Technical Letter 1930 describes che replacement of the
oil coolers on the early Eleventh series Lights and Super
Eights.

Please do all you can to make these replacements as
promptly as possible after the new material is received,
and to have che old unics recurned to the factory imne-
diately.

We have only a limited stock available co handle this
changeover, and we are anxious to do all we can to
complete the replacements without any -unnecessary
delay.

Cooler Replqcemems

(;lﬁﬁnge in Sei'\/lce POI!CV

Service men everywhere should familiarize chemselves
with the change in the Qwner's Service Policy.  Notice
of this change was moade in Trade Lewcer T-2644.
Previously we have allowed labor claims where material
considered defecrive was replaced within the warranty
period. We have extended che claim allowances so that
any warranty work, whether it necessitates the replace-
ment of a part, or not, is subject to labor refund. You
should be familiar wich how this is handled.

This change alleces che Service Policy with relerence
to the touving Packard owner. Wich chis change, the
touring owner should not reccive any bill) cicher for the
replacement of defective pares, or for mechanieal adjusc
menes during che fivse nineey days, or four thousand miles.
Licher where a pare is replaced because of defects on a
tourist car, or where adjustments to which e would be
enticled under che terms of che policy are made, and
where no replacement pares are aflected, the tourist docs
not pay for such work.

Where a defeccive pare is replaced on a tourist car, the
labor ac che adjustmenc race s billed chrough the dis-
wibuter to the factory.  The factory assumes one-half
of the amount, and the other half is rebilled to the home
distributer, that is, the distuibuter delivering the car.
The part is sent in by the discributer making che re-
placement; in case a dealer replaces a part, it is senc to
his distributer, and the facrory extends credic direct to
che distributer sending the parc in, cor a disposicion on
ic is obrained from the service supcrvisor.

Where mechanical work is done during the ninery day,
or four thousand mile period, and where no pares are
replaced, che labor is hilled rthrough che discribucer to-
the factory, and in the same manner, the factory assunies
one-half of the amounr, and the other half is rebilled to
the home discributer.  In no case where a tourist enters
a service station for service artention, is he to receive a
hill for any type of work which should be handled under
the terms of the warranty and service policy.

Bumper Bar fnd Bolt Cover Wrench

Tool No. ST-936
List Price $.75

This is a special tool designed to remove the bumper
bar lower cover on the 1100 to 1105 model cars.

It has been heat treated and is cough enough to stand
the strain of removing the cap alter it has been in
service for some time.

Renair Order File Folder

We have designed and carry in che Service Literature
Department repair order file [olders under Form D-25.
These are priced at $1.30 per hundred.

You will notice at the top that there is a space provided
for both the home and business addresses and “phone
numbers. The nexc line indicares whether or not the car
was originally purchased from you, from one of your
dealers or from ouside your rerricory, and whether or
not the commission was receives! so vou are responsible
for the warranty work. The lasc item is che delivery date
of the car.

The balance of the frone of dhe folder is divided inco
three sections: First, a follow-up record to cover a three
year period. o these spaces you indicate che follow-up of
the owner whose repair orders are filed in che folder.




Simply show the date and type of follow-up. This record

will be found very valuable in connecrion wich the wall
board type of owner record.

The next section is devored to a lubrication record and
ties in wich che lubrication contract or coupon books;
indicates the date and che mileage at which the customer
brings his car to you for lubrication atrention. This will
eliminatc the use of a separate card file in connection with
the lubrication contraces.

The balance of the form may be used in any way you
see fic. Some will prefer to keep wack of the amount of
policy work spent,

You will And che standard repair order form supplicd
by the factory has a white tissue paper copy. This copy
is the one that should be hled in chem folders in alpha-
betical order according to owners’ names.  This hle
should be kepe in the Ser?q Deparement.

ustrcitions ror Farts 1.1s
ustren for Parts List

Ve have mailed to each pares deparcment, a ser of
illuscrations for the Tench and Elevench Series “Eight”
Parts List.  In about two weeks we will have available
a similar set of illuscrations for che Tench and Elevench
Series “"Twelve” Pares Lisc. - In che sec which has been
mailed o you, there are ninery-six pages of illustrations.
These should be of considerable assiscance in finding and
ordering pares. 1t you have noc received your sct of
illustracions, will you please let us know. 1If you wish
addicional sets, covering the “Eighe” and “Twelve”
Pares List Hlustrations, chey may be had at the nominal
cost of fifty cenes for che complece set,

We shall appreciace comments from che pares men as
to what additional illuscrations would be of value, and
as to whether or not the mechod used in illuscrating che
book is best suited to their re quirements. We shall ap-
preciace your comments, suggescions and cricicisms.

service Miuailing tor tne omaller Lisi
S Miuiiling for the Smaller List

Some discribuers and dealers have cthe fecling chat
when che Eu[m} %Cl\lLL duwrc menc meaions mli| fol-
low-up for service work chac chis does noc apply to them.
because of the face char cheir mailing list of Packard
owners is noc a large onc. This face, however, does noc
eliminace the bencfic co be obrained from nuiling arerac-

tive direct muailing picces, or personal leteers, to your
oW ners.

We have arranged, in all of our Cllrut mail work, to
take care of all che small orders. All of the prices estab-
lished by che facrory service deparmmient on mailing
picces have been derermined wich che small lisc in mind.
Our pieces are priced, not by the chousand, nor by the
hundred, but by the single piece, and whether you buy
twcnty—f\m fifty, or two thousand, che price is the same
a picce.  This has been done with che thoughe chat our
eflores should be made in assisting the dealers and smaller
distributers wich their problems of building up cheir
service business. You will note from the General Lecers
on this subjece of mailing pieces that any quantity can
be ordered.

It may be, in addition to the mailing picces chac have
been recommended, such as chose referred to in General
Leceer 614, that you will also want to consider the fre-
quent use of separacely typed and individually mailed
leccers. These are most eftective. They can be individu-
ally typed, as cime is found, and a fesv mailed out cach
day. You may find something in the letcers which follow
that can be used. Tt is not necessary to follow the word-
ing exactly, and, of course, your own prices and special
features may be added.  They arc simply offered as
suggestions:

M. JOHN JONES
486 Wnite Avenus
Akron, Ohio

Dear Mr. Jones:

Nothing else will make so large a contri-
bution to your peace of mind as good reliable
brakess on your Packard.

Fast cars — dense city traffic — un
children in the streets — all of these things
make safety an increasingly important considera-
tion, and safety is largely a quastion of
brakes.

To be certain that your brakes are furnc-—
tioning safely, bring in your Packard and lst us
look it over. The inspection is without charge;
brake adjusiment is $3.00. relining with com-
plete adjusting and egunlizing is 319.75.

Packard cars today are equip with the
best brakes made. 4n occasi inspectiion and
adjustment is recommendod ready to

serve you quickly.
Yours very truly,
PACKARD DEALER INCORPORATED

MR. JOHN SMITH
694 Elm Street
Salem, Ohio

Dezar Mr. Smitn:

We want you to get all the miles you can
out of your Packard. Unless you exvect to trads
it in at once, kesep it in good condition.

It will bs cheapsr for you -~ you wi1ll be
safer, and better satisfied. And when you do
trado, it will be in batter condition, for we
will know that it has nad proper and regular
care.’

Your Packard doesn't demand much — lubri-
cation, inspection, tightening and scosonal pre-
cautions. These things cost little enough. For
instaunce, we are Of'ﬁrln“ a most compleis in-
spection and lubricn n sorvice, which takes
care of all of th . It may be paid for
in advance, which ares you of the regular
attention that your car desarves.

This service is low in cost and we would
like very much to have an opportunity to explain
it to you in datail. Won't you let us have 2
few monents of your time to explain this pre-
ventive service. wilch has proven S0 s S
factory to a large portion of our Paca
ownaers.

Yours very truly.
PACKARD DEALERS THCORPORATED
Pleass call ono_ LAbout_..__am._ . D.m.

* I will be in :o seo you aboul
Lubrizsation Inspestion Serviceo about_
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The display of service parts is important in the selling of Packard scrvice.  Like all other displays, however, they
must be kept clean, atcractive and they must be worked out wich some colors.  Displays of this kind should be changed
at least every ninecy days.

You have a number of exchange items, including cylinders and pistons, crankeases; elutch plates, connecting rods:
carburetors, flywheels, radiators, universal joints, and shock absorbers which can be worked up into suitable displays.
Painted backgrounds to form a contrast with the other colors used in the building, or cloch backgrounds are suitable.
Hand lettered signs are not expensive, but should be neat. One or two near, well-lettered signs are beccer than larger
signs that arc not so carcfully done.

The displays shown take very litcle cime to arrange and are very effecrive.  They are a real aid in selling service.
Other ideas will suggest themselves and the size of the display, of course, will be governed by the space available.
For instance, the one shown below can be reduced to cover simply the cylinder and piston exchange; che radiator
exchange, or the remainder of the display. You may want to use them in ciffecent sections of the service station or,
you may wish to use them at different times. By all means keep your displays neat and atcractive.  Displays are made
to atcract atcencion—Ilec them be favorable in che atcention that chey gain.

SUGGESTIONS OR QUESTIONS FROM READERS ARDT ALWAYS WELCOME. HOW CAN WE MAKE THIE SERVICE
LETTER OF MORE VALUL TO YOU? ADDRESY LETTERS—NORM. LULL—LEDITOR JACKARD SERVICE LETTIR,

PRINTOO IN U.T.AL






