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MONTHLY QUOTAS OF C'USTOMER LABOR, 

PARTS AND ACCESSORY SALES 


Each department should contribute its fair share 
of profit. The amount of income produced by the 
Service Department depends on the sales effort 
exerted by the Service Manager and Service sales
men. Service income is spoken of as "Fixed In
come." It is expressed as such because in a well-· 
balanced service operation, the sale of customer 
labor, parts and accessories, does not vary much, 
month by month, and is not dependent each day 
on the number of new cars sold. Volume is the 
result of traffic through the Service Department. 
Dealers cannot consider their service clientele as 
permanently established. Therefore, the owners of 
cars must be followed up and sold. 

Unless objectives are established for the sale of 
labor, parts and accessories, merchandising efforts 
vary, with the result that the "Fixed Income" will 
be insufficient to absorb the desired amount of 
"Fixed Expense." A definite responsibility for the 
attainment of monthly sales quotas should be given 
to the Service Department. These quotas should 
cover customers contacted and the average labor 
sales per repair order. Conscientious effort by the 
service force to attain these quotas will result in 
a more profitable operation. 

If you will review the sales figures of the Service 
Department for a period of months, you will find 
the normal business will average about the same 
each month. Make this study from your own opera
tions. The first step is to establish customer labor 
sales quotas. 

To establish a monthly customer labor sales 

quota, add the figures for the last three months 
and divide by three. To this result, add 10%, 
which will be the new month's objective. Take a 
three months' average of the number of customer 
repair orders. This will give you the average num
ber of customers it will be necessary to contact 
each month to obtain the labor sales quota. Both 
the monthly labor quota and the number of cus
tomer repair orders should then be broken down 
to obtain the daily average. This is easily done, 
for it is only necessary to divide the monthly labor 
quota and the monthly quota of customer repair 
orders by the number of working days in the month 
to obtain the daily averages. 

You will then have established both month and 
daily quotas for customer repair orders and cus
tomer labor sales, which are reasonable to attain, 
inasmuch as they are made from your own finan
cial statements. 

New quotas should be established each month 
following the same procedure. This will not only 
compensate for seasonal trends, but also prevent 
excessive tendencies to ease up on merchandising 
effort. Similar study of the financial statements 
will reveal that on the average there is a direct 
ratio between the sale of customer labor and re
pair parts. It, therefore, becomes an easy matter 
to establish parts and accessory quotas along sim
ilar lines to those used in establishing customer 
labor sales quotas. 

Daily records of quota attainment provide the 
management with a definite means of supervising 
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1N6TRUCTIONS FOR USE OF CUSTOMER QUOTA CAao 

i. Determine average customer labor t;ale per month by addinx c",tomer labor 
saJe. on hut th~ month.' «pair orden and dividing by ,iJlrH. Throw out 13rge 
wlI'C'ck jobs· or othe-r repair orders ch.n would p.revtnt II true- av.nge figure. 
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the service sales activities. In addition, these daily 
records enable the Service Manager to stimulate 
the service salesman to increased efforts. If the 
daily and monthly records of performance are con
scientiously checked and followed and the Service 
Department strives to increase the labor, parts and 
accessory sales, quotas will be found reasonable 
to attain. 

In order to provide an easy method of checking 
the daily results of your owner follow-up and the 
sales of customer labor, parts and accessories, a 
simple record can be used. This is known as the 
"Daily Customer Labor Sales Record." I t provides 
a space in which to enter the number of customer 
repair orders written each day during the current 
month, as well as the actual amount of "Customer 
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Labor Sales." Space is also provided to record the 
number of customer jobs for lubrication and wash
ing and, in addition, show the "Number of Lubri
cation Agreements Sold" each day. Blank spaces 
are further provided in which the sale of parts, 
accessories, etc., may be similarly recorded. The 
daily tabulation of this information enables the 
Service Manager to know definitely, at IO-day in
tervals, the average number of customer repair 
orders written per day as well as the average cus
tomer labor sales per day. Study and comparison 
of these figures enables the management to deter
mine when additional effort should be made to keep 
up the desired volume. 

Supplementing the Daily Customer Labor Sales 
Record is the "Monthly and Yearly Summary and 
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Comparison," to which at monthly intervals the 
information of the Daily Customer Labor Sales 
Record is transferred. These monthly records then 
provide the means for establishing new quotas 
each month. 

Many dealers are using these records to bring 
about a more uniform control of the service profits. 
To stimulate interest in the Service Department, 
a thermometer-type quota card is provided which 
can be used to graphically show the daily perform
ance of the "Number of Repair Orders Written" 
and the "Customer Labor Sales." 

This monthly service quota card presents in 
striking, forceful manner the progress made each 
day by the number of repair orders handled and 
the service sales volume. The space in the center, 
indicating the day of the month, can be blocked-in 
with red crayon. One of these quota cards should 
be assigned to each service salesman. The forms 
required for keeping a record of labor sales and 
computing quotas are illustrated on this page. They 
are contained in an attractive binder known as the 
"Dealer's Service Manager's Guide." The entire 
outfit, including sufficient forms for one year's use, 
is covered by form number CPS-998C and sells for 
$1.10. Customer quota cards accompanying this 
outfit bear the form number CPS-706, on which the 
nominal cost is as follows: 

25 $ .75 
50 1.25 

100 2.25 
250 5.00 
500 9.25 

Your order should be placed with the Reynolds 
& Reynolds Company at Dayton, Ohio. 

The conscientious use of the information pro
vided by these records will be found valuable in 
providing the necessary supervision to obtain the 
desired customer labor sales quotas. They will 
assist in stimulating the action required to produce 
service volume before it is too late. The objective 
should be to get Customer Labor, Parts and Acces
sory Sales Volume to produce "Fixed Income" 
sufficient to absorb 50% of the "Fixed Expense." 

LEATHER Oil SEALS 
Leather oil seals shou1d be thoroughly soaked 

with engine oil before installation. This applies 
to the seals used at the rear axle shaft outer bear
ing, the forward end of the differential pinion shaft 
and other similar points. 

If leather seals are installed dry the friction be
tween the leather and the shaft is greatly increased, 
and both the wheel and the shaft may become so 
hot as to suffer damage before the lubricant which 
the seal is retaining becomes effective. 

In the factory these seals are soaked for at least 
twenty-four hours before using and the same prac
tice should be followed as nearly as possible in the 
service field. 

LUBRICATOR CONNECTOR. 

RESERVOIR TYPE 


8I PIPE THO. 

Weare now carrying in the Service Stores Divi
sion a Lubricator Connector with a reservoir at
tached. This lubricator has a spring-actuated 
plunger which feeds lubricant to the bearing as 
long as grease remains in the reservoir. This de
vice will be appreciated by owners who do not find 
themselves in position to have their car greased at 
the regular intervals shown in the Lubrication 
Chart. 

This lubricator carries piece No. 242183, comes 
with Ys" pipe thread and will replace the standard 
Ys'" lubricator connector. The suggested list price 
is 5Sc each. 

LETTERS TO OWNERS 
Individual letters to owners are very effective as 

good-will builders and business getters. Form let
ters won't do nearly as good a job, as they cannot 
have the personal touch they need. 

A study of your files once a week will allow you 
to select a few names for this personal attention. 
Keep at it regularly and you will find that it isn't 
such a big job. The results will pay well for the 
time and trouble and you will soon begin to notice 
an increase in your service volume and in the more 
friendly attitude of your owners. 

Dear Mr. Jones: 

We. as distributers of Packard cars. are greatly interested 
to have your Packard car run well at all times . 

Recently we have added to our Service Personnel. Messrs. 
Cole. Henson and McNasser. These men in addition to our 
regular staff will assure you of individual attention. 

As an additional convenience to our owners. we have added a 
fully equipped double wash rack so that it is possible to 
have your car washed when left here for Service or washed 
while you wai t. 

We have added to our Shop Equipment so that with our Packard 
trained men we are able to render more efficient service 
than ever before . 

According to our records your car has not been in our build
ing for service for some time. We are wondering why. 

Have your Packard serviced at a Packard Service Station! 
It doesn't cost any more . 

We would appreciate an expression from you at your con
vAnience . 
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KEEPING TRACK OF LUBRICATION COUPONS 
Lubrication anel Repair Oreler Recorel Carel 

/" 

A combination Lubrication ar..d Repair Order 
Record Card is carried under VT-82. This is a 
5" x 8" card and carries the customer record at 
the top. Space is provided to indicate whether a 
chassis or a complete lubrication plan has been 
sold to the customer. Spaces are provided to keep 
track of the coupons as they are turned in by the 
customer, the date and mileage of the lubrication; 
and in the case of complete lubrication, the mileage 
at which motor oil, transmission and differential 
lubricants are changed. Spaces are provided at the 
right so that a record may be kept of the repair 
order number and the amount billed the customer 
on repair work. 

If you are now keeping separate cards on lubri
cation and repair work this record may be com
bined by using the combination card, VT-82. By 
using symbols or colors the record may be made 
still more valuable, since you can indicate in this 
manner work charged to policy or the type of 
work done on each repair order. For instance, the 
record in black would indicate straight mechanical 
work; the work in red might indicate policy work; 
and if you wish to separate body work from 
mechanical work or keep a separate record on your 
wash rack business, this can also be done by add
ing additional colors or symbols. 

You will find that the use of this combination 
Lubrication and Repair Order Record Card will 
simplify your present system, and we suggest that 
you substitute this card for the previous types and 
also continue with the wall type record, which 
simply indicates the interval between visits of each 
customer and also gives the service salesman a 
quick reference to motor numbers and customers' 
correct names, addresses, and telephone numbers. 

I I 

VT-82-35c per 100 

RADIATOR SHUTTER THERMOSTATS 
Due to engineering changes, confusion may result as to the piece number identification of the different 

radiator thermostats. The chart shown below will clarify the situation. 

Piece Wide Wide Vendor's 
No. of Thermostat Open Open No. 

Thermostat Piece Starts Connected Disconnected Stamped 
and No. of To To From on 

Cover Sylphon Open Shutters Shutters Sylphon Stroke 

626640-645 
6331 

726-733 . .. . . .. . . .. . .... . .. . None 170529 1550 1750 1700 
~ 2031 7/ 32 

740-745 
826-8331 
840-845 ! 
901-2 -3 I ..... .......... ..... 180530 180531 1550 1700 1650 

~ 3206 5/ 8 
904-5 -6 
1001 -2-3-4-5-6 *1650I 
1100-1-2-3-4-5-7-8 ... . ....... 213463 223131 1500 Adjustable 1600 

~ 4903 19/32 

1200-1-2-3-4-5-7-8 +Or -100 

1400-1-2-3-4-S-7-8} 
1500-1-2-6-7-8 . .. . 207518 2395M 1600 *175 0 1700 fI, 12523 37/64 
120-CD. 138-CD ... . .. . ... . ... 320396 223131 1500 *1650 1600 fI, 4903 37/64 
1600-1-2-3-4-5-7-8 . ... . 324399 327796 1500 *1650 1600 fI, 13680 37/ 64 

*Stamped on cover. 

SUGGESTIONS OR QUESTIONS ARE ALWAYS WELCOME. ADDRESS-N. A. LULL-EDITOR PACKARD SERVICE LEITER 

Print~d ill. U. S. A. 
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