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Foreword

The apprenticeship programs offered in California are im-
portant phases of the total educational program for which

the state is so well known. They are also unique phases of
the total program, for they offer each participant opportunity
to profit {rom paralleied and closely related learning experi-
ences. One of these is to learr by actually working at one's
chosen vocation under the direction and supervision of men
who are both trained and experienced in the vocation. The
other is to learn by attending classes in which all instruc-
tion is directed toward helping one to acquire the informa-
tion and understanding he needs to perform on the job
intelligently and with increasing proficiency and success.

The California State Department of Education has the respon-
sibility for developing and making available the instructional
materials that are used in the related training classes. It
meets this responsibility primarily through the Bureau of
Industrial Education.

Every effort is being made to produce instructional materi-
als that are appropriate and adequate. Thecse materials

should be helpful to instructors in conducting their classes
and to students in doing the required learning,

W Aty

Superintendent of Public Instruction
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Preface

The Bureau of Industrial Education has responsibility for making available
the related instructional materials required for use in the apprentice train-
ing programs offered by the various trade groups in the state. The Bureau
meets this responsibility by working cooperatively with employer-employee
groups representing each of these trades in determining what materials are
needed and in developing thiose materials, This edition of Auto Parts Man
was planned under the direction of the State Educational Advisory Committee
fo. the Automotive Trades. The membership of the committee included the
following representatives of employers and eraployees:

Representing the Employers Representing the Employees
Robert Larimore, San Mateo I.. J. Costa, San Mateo
Roy J. Harper, I.os Angeles Mack O. Keister, Fresno
Paul Stockburger, Fresno R. N. Fleming, San Diego

Material for this edition was written by Buel H, Dover of Berkeley. Special
thanks and appreciation are extended to Sidney L.eon, Auto Parts Man at
Automotive Engineering, and Carl A, Johnson, Hayward Unified School
District.

DONALD E. KITCH RICHARD S, NELSON
Acting Chief, Chief, Bureau of
Division of Instruvction Industrial Education
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it A+ Scope and Opportunity
TOPIC 1--THE AUTO PARTS INDUSTRY

This topic, "The Auto Parts Industry,' is planned to help you find answers to
the following questions:

e How big is the automotive industry?
e What are the major divisions in the parts industry?

e What two general areas of the parts industry are of immediate concern
to the parts apprentice?

e What are the general practices of auto parts sales organizations?

From its humble beginning before the turn of the century, the automotive
industry has grown into one of the largest industries in the United States.
Today, one out of every seven wage earners is connecied with the automotive
industry. In 1900, American manufacturers produced 4, 192 automobiles.

In 1963, America produced over 9 million cars, trucks, and buses. From
1900-1963, auto manufacturers in the United States produced 209 million
vehicles. During 1963, vehicle registrations showed that more than 82 mil’ a
of these (over one-third of all vehicles produced) remained in service.

It does not require much imagination to recognize wat the auto parts industry
must have grown accordingly. During 1965, car owners spent almost 4 killion
dollars for replacement parts! Add to this the value of parts manufactured
for assembly into new vehieles and the enormous size and potential of the
automotive parts industry is apparent.

Parts Manufacturers

The huge complex of auto parts manufacturers can be divided into four general
cautegories: (1) Auto manufacturers, who produce parts to assemble their own
particul: r cars and trucks and who merchandise replacement parts and acces-
sories through their agencies or dealerships; (2) subsidiaries of auto manufac-
turers, partly or wholly owned, whose products appear in new vehicles, on
dealers shelves, and in other wholesale-retail outlets; (3) independent manu-
facturers who merchandise their products through franchised outlets; and

(1) independent manufacturers who sell to any interested buyer.

Parts Outlets

For most auto parts apprentices, the field of opportunity narrows to two
generul arcas: jobber-independent stores and automobile agencies (dealerships).

Y
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If we use the term "jobber-independent" in its broadest sense, it includes all
wholesale-retail outlets whose main wares are replacement automotive parts.
This includes U.M. S. (United Motors Service) outlets, N.A.P.A. (National
Automotive Parts Association) Jobbers, and the thousands of independent
wholesale-retail stores whose brands of merchandise represent all the parts
manufacturers combined.

Parts departments in automobile agencies serve two purposes. They supply
parts to the agency service department and sell ''genuine'' parts to the general
trade. The agency parts department is an outlet for parts manufactured by or
contracted for by the parent company. An exclusive franchise usually is
granted the agency by the manmufacturer, and nearly all parts sold through

the agency parts department are purchased from a regional warehouse main-
tained by the parent firm.

General Practices

The general practices and methods used by both jobber~-independents and

auto agency parts departments are much the same. The only real differences
are the brands of merchandise sold, the cataloging «ystems used, and the
pricing structure followed.

Both jobber-independents and agency parts departments sell at wholesale and

at retail. That is to cay, both offer wholesale discounts to qualified purchasers,
and both sell at retail (list) price io the general public. In both agency parts
departments and jobber-independents, counter sales form a large part of the
business. Jobber-independents maintain machine shops; agencies maintain
service departments. Almost all jobbers and many agencies hire one or more
outside salesmen. Both must employ shipping and receiving personnel, stock
clerks, cashiers, counter salesmen, and bookkeepers, and both must maintain
pickup and delivery services and ordering and inventory systems. Both require
trained management.

Because of these many similarities, sound training can be valuable to any auto
parts apprentice, whether he be employed by an independent company cr by

an automotive agency. The same fundamental concepts provide a foundation
upon which the apprentice can build a career.

Trends in the Industry

The automotive industry (and with it the auto parts industry) is growing at an
enormous rate, But the growth is not in volume alone. There are currently
two major trends within the industry: (1) increased competition;and (2) increased
complexity.

Makes and Models

since 1950 there have been substantial changes among automobile manufac-
turers, directly due to increasing competition. Old, established lines such




Unit A, Topic 1

as Hudson and Packard have disappeared from the market. Companies have
merged (Studebaker-Packard, Nash-Hudson) in order to stay alive, not because
the total market has lessened but due to increased competition. The ''Big i
Three'" (General Motors, Ford, and Chrysler) lead the industry. Their aim
is to saturate the market, to provide vehicles in every style and price range
that the motoring public demands.

Chevrolet is a good example of this saturating effort. In 1964 the Chevrolet
line contained five distinct models: Chevrolet, Corvair, Corvette, Chevy II,
and Chevelle., Within each group is a full range of body styles and engine,
transmission, and accessory options. There were a full-sized model, a
compact, sports car, and two in-between'' models to appeal to those people
who could not find what they wanted among the first three. And this is only
one line of General Motors cars; there are four other lines (Pontiac, Oldsmo-
bile, Buick, and Cadillac) to choose from. When you consider that Ford and
Chrysler have a similar blanket coverage of the market, the enormou= com=
petition that exists in the automobile market can be appreciated.

Growth of the Parts Business

The large number of models available and the competition to bring new and
desirable innovations to motorists has enlarged the auto parts industry almost
beyond measure. The competition in the parts field is evident in the large
number of new outlets that have appeared and will continue to appear. The
number of legitimate wholesale-retail businesses is growing. In addition,
discount houses are springing up, selling anything from a toy stuffed animal
to a set of "original equipment'' spark plugs, all at "wholesale' prices. The
competition that presently exists within the automobile industry should not be
viewed negatively. It opensup a great many opportunities, which will be

discussed in the next topic.

Complexity

The increasing complexity that this competition among manufacturers has bred
into the industry must be considered. To appeal to the largest possible segment
of the motoring trade, manufactureis are offering more and more models and
options. The options (many of which are now considered essential) are becoming
more sophisticated. In 1963, intricate automatic transmissions appeared in
75.5 percent of American passenger cars produced. Four-speed transmissions
and multiple carburetion, with dozens of engine options, are now universally
offered. Alternators (alternating current generators) are rapidly becoming
standard equipment, and a careless "testing'! of the electrical circuit can burn
out the alternator diodes in seconds. Power steering, power brakes, power
windows, power seats, posi-traction rear axles, and a host of other compli-
cated units constitute both a challenge and an opportunity to the auto parts trade.
Replacement parts sales in this complicated field demand trained personnel

in increasing numbers.
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The auto parts industry today is big and complicated, competitive and industri-
ous. Barring some national catastrophe, it cannot do anything but grow. The
parts man who is well prepared cannot help but grow with it.

Automobile Facts and Figures (1966) and What it

Study Assignment

Detroit: Automobile Manufacturers Association, Inc.

Topics for Discussion
prepared to discuss the following if you are asked to do so:

Discuss the general categories of the auto parts industry. Can you name
a specific local example of each?

Discuss the similarities between auto agency parts departments and jobber-
independent stores.

Discuss four or five examples of extremely complex units; e.g., trans-
missions, carburetors, or electric circuitry.

Discuss the problems an auto parts man might encounter in supplying
such complex units.

Takes to Make Your Car (1964).

gt



UNIT A--SCOPE AND OPPORTUNITY

TOPIC 1--THE AUTO PARTS INDUSTRY - Study Guide and Test

Study Guide

After you have studied the material in the workbook and the assigned material,
complete the exercises as follows: (1) select the word that belongs in each
numbered space in an exercise; and (2) write that word in the space at the
right that has the same number as the space in the exercise.

1. Today one out of every 1 wage earners is 1.
connected with the automotive industry.

2. In 1965, car owners spent almost 2 billion 2.
dollars for replacement parts.

3. Most auto parts apprentices will be employed by 3.
auto agencies or by 3 - 4 4.
4. The two current major trends in the automotive o.
industry are 5 and 6 6.
5. 'The aim of the '"Big Three' isto 7 the 7.
auto market
6. The number of different models and 8 offered 8.
by the auto industry has greatly increased the
complexity of the parts business.
7. The most popular body style among U. S. auto- 9.
mobiles is the 9 10 . 10.
8. The modern serviceman is aided by using 11 11,
12 to analyze trouble. 12,
9. The system of matching pistons, rings, connecting 13.
rods, and bearings in sets is known as __13  fit.
10. The term jobber-independent can include wholesale- 14.

retail outlets whose principal wares are 14
automotive parts.




Auto Parts Man

Test

Read each statemznt and decide whether it is true or false. Circle T if the
statement is true; circle F is the statement is false.

1. The value of automotive parts imported from some 1. T F
foreign countries exceeds the value of the motor
vehicles imported from the same countries.

2. More than one-fourth of all businesses in the United 2. T F
States depend on manufacture, distribution, servic-
ing, and use of motor vehicles.

3. Automobile manufacturers make all the parts for 3. T F
their cars.

i 4, Jig borers accurate to within a few millionths of an 4. T F
% inch are used in auto manufacture.
5. Four billion dollars was spent for replacement 5. T F

auto parts in 1963.

6. The parts department of an automobile service 6. T F
; agency supplies parts only to the agency service
i department.
i,
7. The price of an auto part is the same to any buyer. 7.
8. Growth of the auto parts industry has not yet 8.

reached a plateau.

9. Mergers of auto manufacturers have hurt the 9. T F
replacement parts business.

10. Competition and complexity are two characteristics 10. T F
of the auto parts industry.

11. Careless electrical testing can ruin an alternator. 11.

12. Seventy-five percent of the cars on the road today 12,
have automatic transmissions.




UNIT A--SCOPE AND OPPORTUNITY

TOPIC 2--OPPORTUNITIES IN THE FIELD

This topic, ""Opportunities in the Field,' is planned to help you find answers
to the following questions:

e Is there a need for trained personnel in the auto parts field?
e Can a man make a living in auto parts work?
e Are there good opportunities for advancement in the auto parts business?
e How high a job can a parts man aspire to?
As this revision of the Auto Parts Man workbook nears completion, a serious
shortage of trained parts men exists in the San Francisco-East Bay area.

There is good reason to believe that a similar shortage exists in many other
metropolitan areas.

The rapid growth of the industry has created new job opportunities faster than
men have been trained to fill them. Also, the lack of well~structured appren-
ticeship programs, the reluctance of some businessmen to enter into appren-
ticeship agreements, and the prevalence of a low wage scale have contributed
to a shortage of competent and well-trained parts men. These conditions are
rapidly improving, however, and this improvement will continue. A real and
widespread need exists, and a competent parts t chnician can look forward to
a bright future, limited only by his own initiative and ability.

Wage Scales

Wage scales for auto parts men are improving. The establishment of formal
apprenticeship agreements, supervised by company and union committees,

is an encouraging sign. The wage scale, which was for many years a detriment
to the industry, is rising; and fringe benefits now include paid vacations, paid
holidays, and insurance. With strong union support, wages should increase
steadily.

Working Conditions

Actual working conditions have also improved greatly. Union agreements give
the parts employee recourse for the settlement of grievances. The 40-hour
work week is now almost universal in union shops. Overtime pay and premium
pay for certain shifts are established.
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Courtesy Cochran and Celli, Oakland

Fig. A—1. A good example of a 1923 agency parts department. Most parts rooms in the early years were
relegated to a dark corner of the repair shop.

For years, many parts organizations were dirty and poorly housed. But the
competition and complexity which is acting to expand the field is acting to
improve conditions. The volume of material presently handled, the number
of items stocked, and the value and complexity of the stock have demanded
new emphasis on modernizing the physical plant and working conditions. The
agency parts department, once relegated to a dark corner of the service shop,
is now most often an attractive and prominent part of the dealership. Jobber-
independent parts stores are improving similarly. (See Fig. A-1.)

Today, most parts organizations occupy areas both clean and comfortable.
Auto parts men enjoy a variety of work, a chance to meet the public, and an
opportunity to form new and rewarding relationships with fellow employees
and customers. The parts industry offers the apprentice a chance to progress
in an interesting and growing field of endeavor. (See Fig. A-2.)
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Courtesy Val Strough Chevralet Co., Oakland

Fig. A—2. An excellent example of a modern, well-arranged, well-kept auto agency parts
department.

Job Opportunities

Whatever other basic interests and skills one has, the ability to understand
mechanical concepts and business practices may be enough to gain a place

in the auto parts industry. The field is so diversified that it can accommodate

any interested man., From the engineer who designs the part to the service
man who makes the final installation in a customer's vehicle, there is a range
of jobs wide enough to suit most interests. Engineer, draftsman, forger,

machinist, assemblyman, cost accountant, packaging supervisor, stock control

man, cataloger, shipping clerk, display man, salesman--all these fall within
the realm of the auto parts industry.

A few of the specific job opportunities which exist in the automotivz parts
field, and related fields, are as follows:
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Counter Salesman

Sales are the lifeblood of any parts organization, and most sales occur "over
the counter.' Counter salesman is one of the immediate goals available to
the parts apprentice. Counter sales work requires mechanical knowledge and
salesmanship. If one possesses or can acquire both, and if he enjoys meeting
people, then he may prosper in this phase of the business, Qualified counter
salesmen are almost always in demand.

Outside Salesman

The basic requirements for this job are the same as for counter sales, but the
outside salesman calls on customers outside the store. A regular route is
established, and new accounts are added as opportunity permits. Many prefer
this type of selling to the routine of inside counter sales and work toward this
specific goal. The customers called upon are varied; they include trucking
firms, auto fleets, repair shops, service stations, body shops, specialty shops,
and others. Outside salesmen frequently work on a salary plus commaission
basis, an arrangement that can bring high earnings.

Jobber Salesman

A jobber, in the strict sense of the word, is a middleman, Jobbing firms buy
from manufacturers and sell to other wholesale-retail firms, who in turn sell
to the general trade. To sell the large quantities of merchandise that jobbers
handle, many jobber-salesmen are in the field calling on parts houses and other
wholesale establishments. The volume of sales involved is large, so many
jobber-salesmen earn substantial incomes. There is usually some travel
involved; some sales representatives of jobbing firms cover several states.

A particularly good salesman who enjoys travel may find the vocation of
Jobber-salesman most appealing.

Parts Manager

Every parts organization requires trained management, and the success of the
business depends in large part on the ability of the manager. A manager must
be something more than a clerk or a salesman. The successful manager has
the ability to supervise people without alienating them; he must be competent
in every phase of the business he supervises; and he must be able to plan,
structure, and guide the overall effort of all members of the team. If he
cannot gain the confidence of his employees and encourage their participation
in the total effort, he will tuil. A manager's job awaits the man who has
ubility to plan and to supervise.

Car Salesman

It is not unusual for men trained in the parts field to move into auto sales
work. Experience in either parts or service departments provides an

10
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excellent background. The man who knows the mechanics of an automobile
can do a much better job of talking about a car or truck and of demonstrating
and comparing it with other makes and models.

Automotive Dealer

There are many opportunities for owning one's own business. Many parts
stores, specialty shops, jobbing firms, and automobile agencies are owned
by men who started their career in parts or service work.

Opportunities for Advancement

Opportunities for advancement within the auto parts industry are limited only
by personal ambition, ability, and willingness to work. Some of the possi-
hilities for advancement have been mentioned, and there are dozens of others.
One¢ very important consideration, however, needs to be stressed. The
really "good" jobs will be filled by trained men--those who have seen the need
and have prepared themselves accordingly.

The apprenticeship progrsm represents a minimum of preparation. In this
technical and competitive age, advantage must be taken of every academic

and vocational opportunity. School courses in mathematics, science, and
business are important to success. Evening courses in many subjects
(academic and vocational) are offered in larger and larger numbers of high
schools and junior colleges. The parts man who hopes to move up to a really
responsible position in the field will prepare himself to use his total ability.
School counselors will help prepare a full or part-time program of study toward
this end.

Study Assignment

The Retail Automobile Business. Detroit: General Motors Corp., 1966.

Topics for Discussion
Be prepared to discuss the following topics if you are asked to do so:
1. Why might a business man hesitate to hire an apprentice ?

2. Why are courses in science, mathematics, and business subjects
important to the auto parts apprentice?

3. Discuss your own particular skills and interests, and try to determine
where you would fit best in the auto parts industry.

11




UNIT A--SCOPE AND OPPORTUNITY 1

TOPIC 2--OPPORTUNITIES IN THE FIELD - Study Guide and Test

Study Guide

After you have studied the material in the workbook and the assigned material,
| comblete the exereises as follows: (1) sclect the word that belongs in each
| numbered space in an exercise; and (2) write the word at the right in the
space that has the same number as the space in the exercise.

1. The rapid growth of the automobile industry has 1.
1 new job opportunities faster than men have 2.

been 2 to fill them.
9. A competent parts technician can look forward to 3.
o bright future, limited only by his own 3 4,

and 4 .

3. ) scales and working 6 for auto parts men 5
have improved. 6.
4. The percts industry offers the apprentice a chance to 7.
7 in an interesting and __8 field of endeavor. 8
5. The auto parts industry is so _ 9 that it can 9.
accommodate any interested __10_ . 10.
6. ‘Three sales job opportunities in the automotive 11.
parts business are 11 , 12 , and 13 . 12.
13.
7.  Auto parts training can lead to jobs as 14 or 14,
15 manager. 15.
8. The apprenticeship program represents the 16 16.

in the way of preparation for success in a trade.
9. To move up to a really responsible position in any 17.
field, a man must be trained to use his 17 1§  18.
10, lducation, 19, and many different 20 19.
contribute to development of a successful career in 20.

the automotive world.

é 13
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Read each statement and decide whether it is true or false.

Auto Parts Man

Test

statement is true; circle F if the statement is false.

1.

Do

10.

14

There is a general shortage of well-trained auto parts
men.

Wage scales have not contributed to the shortage of
parts men.

Auto parts apprentices work a 35-hour week.

The diversity and complexity of stocks of auto parts
prevent orderly storage and display.

The auto parts industry provides jobs for forgers,
assemblymen, and artists.

Counter sales work in the auto parts business requires
good mechanical knowledge.

A jobber salesman does not work for a middleman.

To be a successful manager calls for knowledge of
people as well as of the work they do.

Training as a parts man is valuable to a truck salesman.

Successful completion of an apprentice course insures
reaching any top job in the trade.

10.

f11

Circle T if the

F
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unit B « Areas of Responsibility

TOPIC 1--FILLING AND SHIPPING ORDERS

This topic, "Filling and Shipping Orders, ' is planned to help you find answers
to the following questions:

® How is a replacement parts order filled?

» What action is taken with respect to an order for a part not in stock?
® What item is always packed with the order?

e Are shipping rules the same for all carriers?

e Why are some shipments made C.0O.D.?

As his first task, the new apprentice in the auto parts business is frequently
assigned to the position of helper in the shipping and receiving department.

In this position, he may package merchandise for shipment, receive and check
merchandise, stock the bins, or more than likely, perform a combination of
all three. For this reason the student is urged to read through the ‘irst three
topics of this unit before beginning his detailed study of each. All three are
closely related. The instructor may wish to rearrange the order of study of
these three topics (Bl, 2, and 3) inio a pattern which best fits the student's
on-the-job assignment. But in any case the reading assignment shouid be
carried out, since the relationship holds regardless of the pattern of study.

Parts men in automotive dealerships are not usually called upon to ship as
much merchandise as are parts men in specialty or jobbing houses. However,
all workers, regardless of the branch of the auto parts trade in which they
are employed, should be familiar with the basic steps in filling orders and
preparing them for shipment.

Filling Orders

The first step in filling an order is to examine the order carefully to get a
general idea of the size and nature of the parts ordered. The shipper can
thus form an idea of the cartions and packagings necessary and can determine
a route to follow through the department so that filling the order can be done
as quickly and efficiently as nossible,

"Picking'' the order is best done with the aid of an order cart or, in the case

of a smaller order, a carton of appropriate size. As each item is located,
the items are counted carefully into the container and are checked for quantity

15
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and part number againest the order form. Appropriate check marks are made
beside each filled quantity; if shortages occur or back orders are necessary,
the order is marked accordingly. Before '"shorting' an order (i.e., marking
any items missing), other storerooms and overstocks (frequently found on the
tops of bins) are checked for the needed merchandise.

When the order is completed, it is taken to the shipping desk or department
where it is rechecked prior to final packaging. If shortages are noted on the
order, these items are checked against the inventory cards to ensure that
stock has not been overlooked. If missing parts are on order, the approximate
date the customer may expect to receive the merchandise is indicated on his
order form. In case any part ordered has been superseded, both old and new
part numbers should be shown on the order, with an explanation of the change.

It may be necessary in some cases to make substitutions on an order. If the
brand specified is not available, or if a component part is ordered when only
a complete assembly containing the component is available, then the shipper

should obtain permission from the customer to make the necessary substitution.

Brand name substitutions occur frequently in jobbers stocks. Some brands
carry their own numbering system, while others are stocked under original
equipment numbers. In any case, permission should be obtained from the
customer before making any substitutions, especially if substantial differences
in price are involved.

When any of the parts ordered cannot be delivered with the bulk of the order,
a back order (order for future delivery) is entered, providing the customer
will accept back orders. If a back order is approved, the appropriate form
is made out and placed in the action files, and the material is delivered or
shipped as soon as stock is available.

Packing

Packing and preparing merchandise for shipment requires the proper selection
of containers, arrangement of contents, and labeling. Some heavy or bulky
items require only attachment of shipping tags or labels. Ordinary parts
should be arranged in cartons of suitable size and strength. Careful attention
to the placement of items in a carton will save space and minimize the danger
of damage due to shifting contents. Heavy items should never be packaged
with other items subject to breakage. Special separate packaging should be
used for glass, mouldings, gauges, and other fragile items. All empty spaces
in cartons are filled with excelsior or other cushioning material, paying
special attention to glass and fragile items.

After the packing slip is placed in the carton, the carton is stapled, tied, or
glued firmly closed. Sealing ta’e is adequate for most cartons, but if the
carton is unduly heavy, stcel bands or strong twine may be necessary. If
more than one carton is involved in the shipment, the carton in which the
packing slip has been placed is marked '"Packing Slip Enclosed. "
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I,abels are of two principal types--the gummed label which is glued directly
to the package and the tie-on label which is tied or wired to the package or
bundle. The same basic information should be contained on each. The
required information is printed or stamped clearly on the label, so that the
name and address of both shipper and customer are plainly legible.

Shipping Regulations

Shipping regulations differ among the various carriers, and the shipping clerk
must be acquainted with the rates, packaging limitations, schedules, and
delivery points of each carrier. Instructions for routing the shipment are
sometimes given with the order; if not, the shipper must select the mode of
transportation which will give the customer the fastest and most economical
service.

Parcel Post

Packages sent by mail to a customer are normally sent as fourth class mail,
which includes most merchandise from one to 70 pounds in weight as well as
certain other mailable matter. The regulations governing the allowable
weights and sizes of fourth class mail are somewhat complex and change from
time to time. 7 -ery shipping activity should have a copy of the latest rules
ot hand and should periodically check with the local postal authorities for
changes.

Current general rules include the following:

e The package must bear the name and address of the sender, preceded by
"From,' as well as that of the addressee. The use of Zip codes is
encouraged.

e The package must be susceptible of postal innspection.

e A written or printed invoice or bill, with necessary identifying or descrip-
tive data may be enclosed. Letters may not be enclosed unless special
notation is made and additional postage paid.

e Mailing explosives and flammable substances is generally prohibited.

The use of air parcel post, while more costly, sometimes affords a means of
meeting a delivery deadline otherwise impossible. Size and weight regulations
for air mail are somewhat different from those covering surface mail; the
local postoffice should be consulted.

Stage (Bus) Regulations
f,ocal or interline shipments are accepted for transportation, either prepaid
or collect, by most stage companies to any stations on their scheduled route.

All shipments must be packed in containers made of material of such strength
and durability as to withstand handling, stacking, strapping, or rubbing
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against baggage racks. All packages containing fragile articles must be
plainly so marked. The name and address of shipper and consignee must
be shown plainly on all packages.

Because of the nature or contents of the package, the following automotive
items are not normally accepted for bus transportation: acids, wet batteries,
gases in cylinders, flammable thinners, and certain paints. Limitations on
the weight and size of each package vary with different bus companies. If a
package exceeds 100 pounds, the shipper should check with the company to
see if it is acceptable.

Trucking Companies and City Delivery Services

Most trucking companies and city delivery services have similar rules for
packaging, sealing, and labeling. However, the limitations on size, weight,
and type of material carried are not as strict as postal or bus regulations.
The shipper is advised to check with individual companies as to their specific
regulations.

Shipping Forms

After the appropriate means of transportation has been selected, a bill of
lading should be prepared. Information entered on the bill of lading includes
the number of packages shipped, the total weight of the packages, and whether
the shipment is prepaid or C.0O.D. The form is made out in duplicate or
triplicate so that a copy can be filed for future reference in case of damage to
or loss of the shipment.

Insured and C.0O.D. Shipments

The Post Office Department and most transportation companies provide for
both insured and C.O.D. shipments. Insurance against loss or damage may
be obtained for an amount equivalent to the actual value of the merchandise,

up to a stated maximum per parcel. A firm making many shipments regularly
may obtain a post office form beok and originate insured shipments from its
place of business.

C.O.D. service is utilized when the shipper does not desire to extend credit
or when customers do not wish to establish credit or pay in advance. Postal
C.O.D. service is especially useful due to the wide area serviced, the low
fees, and the prompt receipt of collections. The C.0O.D. form book furnished
by the post office is the same one used for insured packages. All postal
C.0O.D. packages are marked with serial numbers assigned by the post office
to each firm and are registered in the form book by the firm sending the
package, with a duplicate made for the post office department. These numbers

are used to identify insured packages and money orders in payment of C.O.D.
shipments.
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UNIT B--AREAS OF RESPONSIBILITY

TOPIC 1--FILLING AND SHIPPING ORDERS - Study Guide and Test

After you have studied the material
complete the exercises as follows:

Study Guide

in the workbook and the assigned material,
(1) zelect the word that belongs in each

numbered space in an exercise; and (2) write the word at the right in the space
that has the same number as the space in the exercise.

1.

L
L ]

10.

11.

The new parts apprentice is frequently assigned
tothe 1 and 2 department.

All parts employees should be familiar with the
steps to be followed in __3 and 4 orders
for shipment.

An order should be examined beforehand to determine

a(n) 5 to be followed through the department in
filling the order,

Before ""shorting'' an order, both __ 6 and
7 should be checked.

Permission should always be obtained from the
8 before making substitutions on an order.

Careful attention to the 9 of items in a
carton will save space and minimize the danger
of 10  due to shifting contents.

After the 11 12 is placed in the carton,
the carton is firmly closed.

Shipping 13 differ among the various carriers.

Instructions for 14 the shipment are sometimes
with the order.

Packages sent by mail are usually sent __15
class.

All parcel post shipments are subject to _ 16
by postal authorities.

> W

5.

g o

11,
12.

13.

14.

15.

16.
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12.

1.

11.

12,

20

13.

Postal regulations allow both 17 and 18
shipments.

The C.0O.D. service is used when the shipper

does not want to extend 19 , or customers
do not want to pay in 20 .

Test

Read each statement and decide whether it is true or false.
statement is true; circle F if the statement is false.

The last assignment of the apprentice auto parts man

before his graduation will be to the shipping department.

Parts men in dealerships do less shipping than those in
jobber firms.

The order in which parts are gathered to fill an order
has no significance.

Auto Parts Man

17.
18.

19.
20.

Circle T if the

Apparent shortages are checked against inventory cards.

. If an item is on back order, the customer is notified

that it will be sent sometime in the future.
Substitutions should never be made,
Many items are shipped without packaging them.

The packing slip should be mailed the same day the
order is shipped, never earlier.

Zip codes are used on letters only, not packages.

Wet batteries are not normally accepted for shipment
by stage lines,

The list price is always found on the bill of lading.

The Post Office Department offers insurance on
packages mailed up to the total value of the contents.

1. T F
2. T F
3. T F
4., T
5. T
6.

7.

8.

9. T F
106, T
11.

12. T F




UNIT B--AREAS OF RESPONSIBILITY

TOPIC 2--RECEIVING

This topic, ''Receiving, " is planned to help you find answers to the following
questions:

e What are the various forms commonly associated with receiving goods
into stock? '

What is the function of "packing slips?"

How does a bill of lading differ from a shipping receipt?

What inspections are made of merchandise received?

Who reimburses the receiver when damaged items are received?

One of the earliest tasks assigned the apprentice auto parts man may well

be helping to receive shipments into the denartment and to store them properly.
He should become very familiar with the forms, terms, and procedures common-
ly used in connection with the receipt of merchandise. A great deal of the knowl-
edge required of the parts man will be acquired through his participating in
receiving activities.

Forms

A shipping receipt lists the number of packages, the nature of their contents,
and the weight of a shipment that is to be delivered by a transportation company.
The method of payment for the delivery is also indicated (i. e, , C.0.D.,
Collect, Prepaid). The receipt should be filled out in detail to avoid confusion.
A description of the merchandise, the name of the shipper, and the name and
address of the firm to whom the merchandise is being shipped must be listed

on the receipt. (See Fig. B-1.)

The packing slip is an itemized list of the articles included in a package or

in a group of packages shipped together. The packing slip may be inserted

in one of the cartons, or it may be found in an envelope marked "Packing Slip"
stapled or glued to one of the packages. When a large shipment is being
unloaded, it is a good idea to watch for the package marked "Packing Slip"
and set it apart from the others. (See Fig. B-2.)

An invoice is similar to a packing slip in that it lists the parts by number and
description. In addition, it shows the price per item and the total price of
shipment. The invoice is usually sent by mail. In some cases the invoices
are received before the shipment, but more often the invoice is mailed to the
buyer after the shipment has been received. (See Fig. B-3.)

A Dbill of lading, issued by the transportation company, acknowledges receipt
of goods from the shipper. It contains the total number and a description of
the packages to be shipped, along with the shipping instructions. (See Fig. B-4,)
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Kinds of Shipments

A prepaid shipment is a shipment on which the transportation charges are
paid by the shipper. On a C.O.D. shipment, both the cost of tte merchandise
and the shipping charges are paid by the receiver at the time the merchandise
is delivered. A collect shipment requires payment of only the transportation
charges by the receiver at the time of delivery.

Accepting Merchandise

When a shipment of merchandise is accepted from a transportation company

or service, there are two fundamental rules to be observed. First, the
number and type of containers received are checked against the number and
types of packages listed on the shipping receipt or the bill of lading. Second,
the address on each is verified to avoid delay and confusion caused by accepting
the wrong merclrandise,

Before the shipping receipt is signed, each package is inspected for damage.
Cartons which show evidence of crushing, especially those marked "glass"

or "fragile, " should be opened immediately for inspection., Any shortages or
damage must be noted on the shipping receipt and acknowledged in writing by
the person who is delivering the merchandise, If the shipment is found to be
complete and in good order, the shipping receipt need only be signed and dated
by the receiver.

Filing Claims

If a loss or damage is detected after the driver for the transportation company
has gone, the local representative of the transportation company should be
notified immediately, and the shipment should be set aside pending investiga-
tion and settlement of the claim. All claims for shortages and damages should
be filed promptly to prevent costly delays in settlement,

If the damaged shipment was prepaid, the company or dealer who shipped the
merchandise should also be notified s¢ that they can file a claim against the
transportation company. If the shipment was paid for by the company receiving
the goods, it is the responsibility of the individual accepting the merchandise

to see that notice of any damage or shortage is given to the person in his com-
pany responsible for filing and settling claims.

The above procedure is used in all cases when'the shortage or damage may be
attributed to the transportation company's manner of handling and shipment.
If, however, discrepancies are found between the quantity of items in the
packages and the quantity listed on the packing slip, or if concealed damage
is found that resulted from improper packaging, claims are brought against
the company or manufacturer from whom the merchandise was purchased.,

24




Unit B, Topic 2

Unpacking and Checking

A few simple precautions must be observed in unpacking merchandise. When
wooden crates are operied, one end of each cover board should be lifted care-
fully about 1/2 inch with a claw hammer or a crate opener, and the boards
then tapped down flush again, leaving the nail heads standing above the boards.
Then the nails can be removed easily, leaving the boards free at one end.

It is now a simple task to remove the cover boards completely, using either
tool. All nails that could injure anyone handling the crate or cover boards
should be completely removed.

Heavy cartons and crates may be bound with wire or steel bands; considerable
care must be used in opening them. Such bands and wire are tied under pres-
sure and have a tendency to fly up and out when cut. The loose ends can
easily put out an eye or cause other serious injury. A sharp pair of wire
cutters should be used in such fashion that loose ends will be restricted from
flying about. A pair of heavy gloves should be worn when handling wires and
steel bands.

Cardboard cartons are difficult to tear open if the cover flaps are glued or
stapled securely. When a stapled flap is forced open, hands or arms may
become hooked on the sharp staples; or the staples may fly off in any direc-
tion. Also, the sharp edges of sealing tapes can cut like a knife. The
quickest and simplest way to open a cardboard carton is to cut it open. To
open a taped carton, the tape is cut where the flaps come together and at
both ends of the cover flaps, without, however, inserting the knife far enough
to damage any of the contents. To open a glued carton, the cardboard is

cut just beneath the flaps on three sides, and the 1lid thus form ed is lifted.

In this way none of the enclosed merchandise will be damaged.

Each item received is carefully checked against the packing slip to be sure

the two quantities agree. If a shortage exists and is not detected the company
will pay for merchandise it did not receive; the inventory system will be
affected, because entries are made according to the quantities shown on the
packing slip; and at the yearly inventory, a search will be made for merchandise
that never was received. Any discrepancies in quantity or part number should
be reported to the designated person so that a claim or adjustment can be

made,

When the dealer or manufacturer is temporarily out of certain items and is
not able to completely fill an order, it is necessary to make up a back order
for shipment at some future date. The receiving clerk should check with

his purchasing agent or buyer to see if the dealer who shipped the merchandise
does or does not ship back orders. Some dealers or manufacturers cancel

all items not shipped, and in that case the buyer has to reorder. And some
companies, as a matter of policy, do not accept back-ordered merchandise.
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[

TOPIC 2--RECEIVING - Study Guide and Test

Study Guide

After you have studied the material in the workbook, complete the exercises
as follows: (1) select the word that belongs in each numbered space in an
exercise; and (2) write the word at the right in the space that has the same
number as the space in the exercise.

1. A shipping receipt lists the __1 of packages, the 1.
nature of their 2 , and the 3 of a 2.
shipment. 3.

2. The 4 5 is an itemized list of the 4,
articles inciuded in a package or a group of 5.
packages.

3. An invoice is different from a packing slip in 6.
that it lists the 6 per item and the total 7

7 of all the items.

4, A(n) 8 9 is a form issued by the trans- 8.
poriation company acknowledging receipt of goods 9.
from the shipper.

5. A(n) 10 shipment is one on which the trans- 10.
portation charges are paid by the shipper.

6. Ona(n) 11 shipment the cost of the merchan- 11.
dise and the shipping charges are both paid by
the receiver.

7. A collect shipment requires payment of the _ 12 12,
charges only by the receiver.

8. Before signing the shipping receipt, each piece of 13.
freight is inspected for _ 13 .

9. A damaged shipment should be set aside for 14 14,
and 15 . 15.

10. 16 damage is often the result of __ 17 16.
packing. 17.
| 11. When checking merchandise against the packing 18.

slip, be sure the _ 18 agrees,
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12. A(n) 19 20 is that portion of an order that 19,
cannot be filled at the present time, but will be 20,
21  at a future date, 21, _
Test

Read each statement and decide whether it is true or false. Circle T if the
statement is true; circle F if the statement is false,

1. A shipping receipt usually names the shipper, the trans- 1. T F
portation company, and the consignee,
2. A packing slip must be enclosed in each carton. 2. T F
3. An invoice includes prices and discount information. 3. T
4, The invoice should in each case be stapled to the 4., T F
packing slip during shipment,
5. On most C.0O.D. shipments, transportation charges 5. T F
are prepaid by the receiver.
6. Apparently damaged cartons that are marked ''Fragile" 6. T F
should be opened immediately for inspection.
7. Claims for damages should be filed without delay. 7. T F
8. Claims for damages should always be made against 8. T
both shipper and transportation company.
9. When a wooden crate is opened, all nails should be 9. T F
completely removed.
10. Cardboard cartons ar the easiest packages to open. 10, T F
11. An undisclosed shortage will disrupt the inventory 11. T F
system.
12. Some suppliers do not automatically ship back orders. 12, T F
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TOPIC 3--BIN ARRANGEMENTS AND STOCK MAINTENANCE

This topic, ''Bin Arrangements and Stock Maintenance, '' is planned to help
you find answers to the following questions:

Why is a stock of autc parts binned?

How are stock bins arranged?

What stock items present the greatest storage problem ?

How are spare parts and bins numbered?

What action is taken when a part number changes?

When merchandise has been received and checked, it should be distributed

to the bins as quickly as possible for two reasons: first, to replenish an
existing shortage in the bin stock and second, to keep the receiving department
cleared for further incoming shipments. If incoming orders are allowed to
become mixed prior to checking, the job of segregating and checking each ship-
ment becomes much more difficult,

Types of Bins

Automotive parts bins may be of almost any possible shape, depending on the
nature of the merchandise to be stored. Bins are usually commercially pur-
chased, although many adequate substitutes can be built inexpensively. A few
of the most common bin types will be described below,

Stock commercial bins are generally of steel construction, measuring typically
about 7 feet high and 3 feet wide. The depth of a bin may be from 1 to 4 feet,
depending on what it is to contain. Shelves in standard bins may be bolted in

at any level, so that openings of any desired height can be arranged. The metal
partitions are designed so they can be set at various positions., When shelves
and partitions in bins are arranged, careful thought should be given to the
various sizes of parts which will eventually be stocked to minimize tearing
down and rearranging shelves at future times. (See Fig, B-5.)

Conventional bins in an assortment of sizes will accommodate almost all
regular and bulky parts, but a few special bins or storage arrangements

will be required. Tail pipes are best stored vertically along wall areas that
have been partitioned off in some simple manner--usually by wooden barriers.
Drive shafts are frequently stored in a similar manner, Most axles will fit
conveniently into simply designed racks or in commercial bins 4 feet deep.

Head gaskets, valve cover gaskets, and other gaskets of medium and large
sizes should be stored flat in bins. Smaller gaskets such as differential cover,
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Fig. B—5. A typical metal parts bin

storage in conventional bins

Fig. B—6. Tool storage and display, with wire and hose
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. timing cover, transmission cover, and the like, may be hung on pegboards or
stored in drawers. Small drawered cabinets are normally used for carburetor
parts and other small parts. Separate metal drawers may also be installed
among the bins to hold small washers, pins, springs, screws, and the like
that otherwise might slip under or behind shelves or partitions.

L

Sheet metal storage is a real problem; fenders, hoods, doors, and panels are
bulky, so a large area is needed to store them. These large items are usually
relegated to a loft or an attic where the fenders are hung on racks made of
pipe, while the panels are stored by standing them vertically against walls or
barriers. The disadvantages here are obvious--the heavy panels must be
carried up stairs or over long distances--but unless the parts department
enjoys a large amount of unused space, little else can be done.

Mouldings can be stored in light, vertical wooden racks of local design; they
pose no great problems except for the location, design, and construction of
the racks.

Other items that may pose special storage problems include radiator hose,
fan belts, wire, and metal or rubber tubing. These should be stored with
the emphasis on convenience, being either binned or hung in handy locations.
A little ingenuity is all that is needed. (See Fig. B-6.)

Bin Arrangement

The arrangement of bins in the most practical sequence is not always an easy
task. Major manufacturers arrange their parts in a group sequence which
must be followed if parts are to be located quickly and accurately. (See Unit C.;
This sounds easy enough, but several drawbacks are encountered. The bulky
items do not fit well into the regular bin section and must be located elsewhere.
The building design may not allow an orderly progression of bins by group
number, and the order must be broken. Whether to locate gaskets in
numerical sequence with related parts or to place all gaskets in a single
"sasket' section must be decided. If the group sequence is followed meticu-
lously, heavy, awkward items may be assigned to the top shelf--seven feet
up--while small, hard-to-reach items may be found in the very bottom row.

The layout and floor space of the parts department is, in the final analysis,
the determining factor in the arrangement of the bins. After dividing the

| regular-size bin section from the bulky section, the bins are best arranged
; (usually back-to-back) with the ends of the rows toward the main sales
counter. The small parts should be located nearest the counter, while the
bulky items, which normally sell much more slowly, should be grouped at
the far end of the regular bins. A three-foot aisle should be maintained to
allow free passage without waste of valuable floor space.

When bins are arranged according to manufacturers' groupings, then a
related system of parts is established. All parts for the engine are located
in a group of adjacent bins; cooling system parts are similarly grouped;
electrical parts, fuel system units, and transmission parts will also be
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found in logical, continuous bin locations. Other groupings follow, until the
entire line of necessary and related parts is completed. The only exceptions
to this sequence are, as already mentioned, that bulky items such as large
housings, pipes, axles, mufflers, mouldings, and panels must be located in
some other place. These bulky items, however, may be placed in logical
group order, and their locations traced out as easily as the smaller parts.

Bin and Part Numbers

; For adequate control, every part must be assigned a discrete number, and

‘ every bin within the department numbered. Card type inventory control
systems provide space for recording the location of every part. (For example,
part #7450745, bearing; location, bin #23). The ability to locate parts by bin
number is important in a large parts department, since there may be some
question as to whether the part is to be found in the regular or bulky section
of the bins. Bin numbers should follow the same logical order as ‘he group
numbering sequence of the parts, and every inventory card should show the
bin in which thiat particular part is located.

Some parts departments, especially those in agencies, find it helpful to display
the group numbers on the ends of the rows of bins. For example, a particular
row of G.M. parts bins might contain groups 4.022 to 4.465. Such coding of
each row of bins assures the parts man of finding the correct aisle without
using trial and error.

Part number labels,identifying the part within, should appear on every bin.
Auto marufacturers supply complete sets of bin labels at nominal cost. These
labels are indispensable to locating, identifying, and pricing the parts in
stock. When part numbers, model 1sages, or prices change, new labels are
supplied.

Jobbers and independent parts dealers are not so fortunate in having sets of
labels supplied them by the various companies whose parts they stock. Some
jobber-independents operate without bin labels, relying solely on their catalogs
for the required information. Others make write-in tags to identify and price
the merchandise.

Stocking the Bins

An apprentice who finds himself stocking the bins should learn the bin sequence
of his store or department as quickly as possible. Once the general location

of parts is determined, putting away stock becomes routine, except for certain
precautions which must be followed. The importance of putting each part in

its correct location on the shelves, in the bins, or on the racks cannot be over-
emphasized. (See Fig. B-7.) Parts placed in the wrong location may lose

their identity or may be given out in a costly error. Each part must be correctly
tagged or numkered before it is placed in stock. New merchandise should be
placed behind old, so that old stock will be moved out first and fresh stock main-
tained. All parts should be handled carefully; many parts that do not look fragile
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Courfesy Cochran and Celli, Oakland

Fig. B—7. Stocking bins in the bulky items section

can be severely damaged if dropped. When bins are stocked, part number
changes should be checked. If a new number is superseding an old, the old
stock must be marked accordingly. Parts and bins should be kept clean; dirt
can damage many parts, and a dirty part is unattractive to the customer.

Study Assignment

Make a rough sketch of the bin locations in your store. Label each major
section by name.
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TOPIC 3--BIN ARRANGEMENTS AND STOCK MAINTENANCE - Study Guide
and Test

Study Guide

After you have studied the material in the workbook and the assigned material,
complete the exercises as follows: (1) select the word that belongs in each
numbered space in an exercise; and (2) write the word at the right in the space
that has the same number as the space in the exercise.

1. Merchandise which has been received should be 1.
placed in the 1 as soon as it has been 2 . 2.

2. Auto parts bins may be built in almost any 3 s 3.
depending on the 4 of the parts to be stored. 4,

3. Commercially built bins are usually of 5 5.
construction.

4, Small gaskets may be hung on 6 or put in 6.
gasket 7 . 7.

5. For agencies and dealers 8 9 storage 8.
is often a difficult problem. 9.

6. The arrangement of bins in a group 10 1is not 10.
always possible.

7. A(n) 11 must be followed if parts are to be 11.
located quickly and accurately.

8, The 12 and 13 14 of the parts depart- 12.
ment are the determining factors in the arrange- 13.
ment of the bins., 14.

9. Bulky items may be placed ina 15 group 15.
sequence.

10. For adequate control, it is necessary that 16.
every part be assigned a 16 17 . 17.
11. Part number 18 should appear on every 18.
bin 19 19.
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Test

Read each statement and decide whether it is true or false. Circle T if the
statement is true; circle F if the statement is false.

1. Newly received stock must be checked before it is 1. T F
binned.
2. Checking several incoming orders together will save 2. T F
time.
3. All the bins in one group should be the same size. 3.
4, Tail pipes should be stored flat on the floor behind 4, F
the bins, )
5. Most axles are less than 4 feet long. 5. T F
6. Carburetor parts are usually stored in small drawers. 6. T F
7. Door panels should be binned to prevent damage. 7% T F
8. Mouldings can be stored in vertical racks. 8. T F
9. Bins should always be arranged to strictly follow 9. T F
the manufacturer's group sequence.
10. Small parts should be located near the service i0. T F
counter.
11. Every inventory card should show the bin location , 11. T F
of the part.

12. A mislocated part can give rise to a costly error. 12, T F




UNIT B--AREAS OF RESPONSIBILITY

TOPIC 4--PICKUP AND DELIVERY

J

This topic, '"Pickup and Delivery, '
following questions:

is planned to help you find answers to the

e Why is pickup and delivery service offered?

e Why is a schedule prepared for pickups and deliveries?
e What advantages have route plans?

» What records does a driver keep?
°

Does a delivery man take orders?

Pickup and delivery service in the auto parts business is no longer optional;

it is necessary. The increasing pressures among competing firms, the sprawl-
ing urbanization of business districts, and the rising value in dollars-and-cents
by which the garageman measures his time are some of the reasons why this
service is essential.

Pickup and delivery service requires something more than just a pickup truck
and an apprentice driver. Certain practices, when followed, can substantially
increase sales volume and improve customer relations. Some of these desirable
practices will be discussed in this topic,

Establishing Schedules

Scheduling and routing are keys to effective pickup and delivery. In a large
operation where many pickups and deliveries are performed, two schedules
are usually arranged, one for morning and one for afternoon. Itis important
that these schedules be kept at the hours arranged and that all personnel and
customers know the schedule.

Educating the customer to scheduled deliveries should be done tactfully and
honestly. This is a task of the person receiving the order, as well as of the
delivery driver. Once the customer is aware of the scheduled hours, ne can
plan his own work accordingly. The important thing, of course, is to main-
tain the schedule as closely as possible, so that commitments are kept and
promised material is delivered on time,

If the territory to be covered is small, it is possible to make two complete
circuits a day, depending on the number of orders received and the quantity
of merchandise to be delivered. Over a larger area the route is usually
divided into two half-circles; one-half is scheduled for morning deliveries
and the other half for afternoon. Again, 211 those involved must be informed
of the scheduled hours of delivery if the program is to be successful,
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The number of orders will vary from day to day, as will the location of busi-
ness firms who order. Hence, a certain amount of flexibility should be built
into every schedule--an extra few minutes to take care of the unexpected things
that will occasionally happen. The driver should allow himself a few critical
minutes at each location, for reasons which will be discussed later.

Planning Routes

Routing must be planned to carry the driver around his circuit by the shortest
possible route, This is often difficult, and the details will change almost daily,
since the delivery points vary from day to day. A delivery or route book is
essential. In the delivery book the driver should log every delivery in the
order in which he plans to make them. Knowing every stop beforehand, the
driver is able to route his deliveries in the most economical manner and in
accordance with the preestablished schedule.

Pickups should be made with the deliveries. As the driver logs his route,
pickup orders should be noted and worked into the delivery schedule. Pickup
orders, usually in the form of purchase orders originated by other parts per-
sonnel, can be conveniently arranged into the delivery route so as to conserve
time and expense. Copies of purchase orders for material to be picked up
should be placed in an established place so that the driver will automatically
receive them and know the merchandise is to be picked up.

Checking Orders

Each order to be delivered should be checked when it is being loaded. The
driver has the delivery invoice before him, preferably on a clipboard, and
since he must handle each piece of merchandise as he loads it, it is a simple
matter to check each part against the invoice. This is a good idea for two
reasons. If the clerk who filled the order made an error, it can be corrected
before the delivery is made, possibly saving an extra trip. Also, the driver
is protected against claims of shortage or damage alleged to have occurred
between loading and delivery.

When orders have been checked to the driver's satisfaction, he should log

each in his delivery book, noting customer name, address, and invoice number
or numbers, At the time of delivery the driver should obtain the signature,

in his delivery book, of the person receiving the merchandise and record the
date and time of delivery. This procedure serves as an additional safeguard
for the driver and his company. showing that the merchandise was properly
delivered. Often the driver is expected to return signed copies of invoices

to his company--if both the original and the customer's copy were sent--and
this he must learn to do faithfully,

Improving Customer Relations

The delivery driver has a unique opportunity for building customer relations.
Besides the generally helpful attitude which the driver should always exhibit,
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w there are a number of courtesies which, when extended, pay big dividends.
Some of these courtesies are small, others require effort, but all are impor-
tant:

¢ Never block the customer's driveway, either entrance or exit. If neces-
sary, park outside momentarily until provisions can be made for unloading.

® Ask where the merchandise is to be delivered; do not dump the order in
the middle of the garage floor and leave it. If your order is for a particu-
lar car that is present in the shop where you are delivering (and chances
are it is), ask if you should place the parts in or near the vehicle. This
is often appreciated, since it keeps the merchandise out of the way and
near the car on which it will be used. And it is particularly appreciated
if you are delivering a body order containing large sheet metal panels.

® Go over the order with the garageman if he wishes you to do so. Be
prepared to answer any questions as to undelivered or back-ordered
merchandise. The customer will be vitally interested in when he will
receive the missing parts, and this information should be given him
prior to the delivery. Never say, "I'm just the driver; I don't know
anything about that!" The customer has reason to expect you to be inter-
ested in his problem. You have an obligation to be concerned. Courtesy
is always proper when dealing with a customer. Do not just pass the buck
to the parts man who filled the order.

Building Sales

The driver can often recognize additional sales opportunities while delivering.
Having checked each order when loading, he krows pretty well what each
contains. While unloading, at or near a vehicle under repair, he may notice
damaged parts for which replacements were not ordered. It is easy for a
busy garageman to fail to order all needed parts, especially for extensive
body damage. He may appreciate a tactful reminder that certain other parts
are needed.

While a driver is in a customer's place of business, he should always inquire
about other needs. The customer will welcome such concern, and it is very
possible that additional needs have arisen since the original order was placed.
An order pad should be kept in the truck for such occasions. If the driver
feels inadequate to take the order, he can telephone his parts department for
any help needed. Accepting and writing up the orders is good parts experience,
and it will relieve the customer of the time-consuming necessity of placing

the order himself,
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TOPIC 4--PICKUP AND DELIVERY - Study Guide and Test

Study Guide

After you have studied the material in the workbook, complete the exercises
as follows: (1) select the word that belongs in each numbered space in an
exercise; and (2) write the word at the right in the space that has the same
number as the space in the exercise.

1. 1 and 2 services in the auto parts 1,
business are no longer optional but necessary. 2.
2. 3 and 4 are keys to the effectiveness 3.
of auto parts services. 4,
3. All 5 and 6 must be aware of the 0.
schedule for deliveries. 6.
4, A certain amount of 7 should be built 7.
into every schedule to take care of __ 8 8.
happenings.
5. The 9 must be planned by each driver to 9.
be the 10 that will cover all necessary stops. 10.
6, The driver should 11 every delivery in the 11,
12 in which he plans to imnake them. 12.
7. 13 should be integrated with the delivery 13.
schedule,
8. Pickup orders are usually in the form of 14 14,
15 originated by other parts personnel. 15.
9. At the time of delivery the driver should obtain 16.
in his delivery book the 16  of the person
receiving the merchandise,
10. The delivery driver has a unique opportunity for 17,
building customer 17 .
11. The driver should be concerned about his _18 18.

problems.
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12, It is often possible for tke driver to recognize

additional 19 opportunities while delivering. 192,
13. It is always a good idea to inquire about other
20 while a delivery is being made. a0,
Test

Read each statement and decide whether it is true or false. Circle T if the
statement is true; circle F if the statement is false.

1. Providing pickup and delivery service is one way to 1. T F
overcome competition in the parts business.
2. Increased sales may prove to be a side result of a, 2. T F
good delivery service,
3. Making a schedule and sticking to it are basic to a 3. T F
satisfactory delivery service.
4. With a regular schedule, one daily delivery will 4, T F
satisfy most customers.
5. The order in which deliveries are made is not o. T F
important,
6. A good deliveryman memorizes his stops daily. 6. T F
7.  Pickups and deliveries should be made on 7T F
| separate runs.,
8. Each order should be checked when it is loaded. . T F
9.  The deliveryman should always park at the customer's 9. T F

door, unload there speedily, and clear the doorway
by leaving without delay.

10.  The driver should not undertake to answer a customer's
questions about back orders. 10. T F

11.  The driver should not point out to the customer items 11. T F
the customer may have carelessly forgotten.

12,  The deliveryman may properly ask the customer if he 12, T F
needs any additional merchandise.
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UNIT B--AREAS OF RESPONSIBILITY

TOPIC 5--INTRODUCTION TO COUNTER SALES

This topic, "Introduction to Counter Sales, "

to the following questions:

is planned to help you find answers

Why does material on counter sales appear in two units of this course?
What facet of a parts business generates jobs for parts men?
How should regular custcmers and casual customers be treated?

How should customer complaints be dodged?

How should a counter salesman be dressed?

The topic of counter sales is covered in detail in Unit E of this course. However,
an introductory word about selling is in order for three reasons. First, the
apprentice may find himself engaged in counter work very early in his parts
career. Second, the conduct associated with successful salesmanship is impor-
tant to every employee in the parts organization. And third, the importance of
counter sales should be realized by everyone, wherever he may be located in

the parts structure. This importance should be made clear early in the parts
apprentice's career.

Profitable Sales

The company each apprentice works for is like all other companies in that it

is in business to make a profit. Indeed, if it did not make a profit,it could not
continue to operate and to provide jobs. This is a fact which is so commonplace
one tends to forget it, and at times everyone needs to be reminded. Counter
sales mean customers. Customers mean profits. Profits mean jobs. Itis
that simple.

But we cannot cover counter sales quite as easily as suggested above. Profit-
able counter sales require two things: (1) customers, and (2) competent parts
salesmen. Without customers, the uealer might as well lock up and go home.
If customers are many, but the parts men are incompetent, there soon will be
neither profits nor customers, in w.ich case the dealer can lock up and go
home for good. Profitable counter sales are the vital function of any company.

Rules for Salesmen

A good salesman is always courteous. No matter how busy the salesman, when
a cus’omer enters the store his presence should be acknowledged and a courteous
greeting extended. If he cannot be waited on immediately, he should be told that
2 salesman will help him as soon as possible. A simple greeting like ''Good
morning, I['l1l be with you in a moment" will suffice.
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Never quarrel with a customer, Nobody ever won an argument with a customer.
A salesman may win a point, but then lose a sale--and a customer. A customer
may be critical and demanding, but the seller has an obligation to serve him to

responsibility--the re sponsibility of working to make his company's business
successful and profitable. That includes waiting on difficult customers. There
is one compensation about difficult customers: they make one appreciate the
good ones,

Interest should be taken and shown in the customer's needs, making him feel
that he will be helped. The customer will be grateful, and the salesman's job
will be more pleasant. A lot of customer goodwill is lost because of laxity
and indifference. The salesman should know his regular customers by name.
He should never make promises he cannot or does not intend to keep. Friend-
liness and helpfulness pay big dividends.

Good telephone habits are essential, since a lot of parts business is done over
the phone. The person answering a phone should identify himself, speaking
clearly into the transmitter; he should be prepared 'with pad and pencil to take
an order. Courtesy is as important in telephone transactions as it is in
counter sales. Care should be taken to get all the information necessary to
check out wanted parts. The salesman should not make a guess as to whether
items are in stock, but should g0 to the bin and confirm that the part or parts
are on hand. Finally, the salesman should always thank the person for calling
and invite him to call again,

Personal conduct and appearance take on new meaning when one begins to serve
the consumer public. Careless habits of speech and dress should be corrected.
Profanity is never in good taste. Good grooming is always desirable. Dress
shirts and ties are recommended, although sport shirts may be permissible,.
Most parts men wear shop coats to protect their street clothes. Soiled shop
coats should be changed regularly. Effective salesmanship demands good per-
sonal habits,

Competence in Selling

Competence is another essential in the parts business, and it should be
developed as quickly as possible. Competence has two components: accuracy
and speed, but accuracy comes first. As in learning to type, first one works
for accuracy, then for speed.

The complexity of the parts industry demands careful attention to every gale,
The current Chevrolet Master Catalog lists 127 different types of fan belts,
compared to only 1 just twelve years ago., Today a careful, extensive inquiry
as to model and options is required just to sell a fan belt! This complexity,

44




Unit B, Topic 5

present in every phase of the industry, requires that the student develop an
early respect for accuracy. Accuracy means careful attention to detail. It
means learning to read the parts catalogs properly and knowing the product
thoroughly. These are skills that come only with experience, but their
development begins the day a new man opens the parts book for the first time
or waits on his first customer. Giving out wrong parts is a costly, time-
consuming business.

Speed in handling customer needs will come as experience builds. Familiarity
with the product and the premises is the key to rapid performance. But speed
must not sacrifice accuracy, since a balance is to be sought. Remember, com-
petence is the goal, and competence involves accuracy first and speed second.

Most errors are due to carelessness and can be avoided. It always costs more
to correct an error than avoid it. Errors can prove dangerous. If a 1 inch
wheel cylinder kit is used for a cylinder with a 1-1/16 inch bore, the cylinder
may blow out under hard braking. A few years ago, one of the major auto
manufacturers paid out $100, 000 as a result of a lawsuit because some metal
cuttings were found in the master brake cylinder of a new car involved in a
fatal accident. An inspector had been careless, and it cost a man his life.
Fortunately, most errors are not quite so costly.
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TOPIC 5--INTRODUCTION TO COUNTER SALES - Study Guide and Test

Study Guide

After you have studied the material in the workbook, complete the exercises
as follows: (1) select the word that belongs in each numbered space in an
exercise; and (2) write the word at the right in the space that has the same
number as the space in the exercise,

1. The conduct associated with 1 is important 1.
to every employee in the parts organization.

2. All parts companies have a common purpose-- 2.
to make a(n) 2 .

3. Profitable counter sales require 3 and 3.

4 parts salesmen, 4,

4, A good salesman is always _ 5 . 5.

5. No employee should 6 with a customer. 6.

6. If a customer hasa(n) 7 , what he has to say 7.
should be listened to attentively.

7. A(n) 8 should always be taken in the 8.
customer's needs.

8. The person who answers a phone should _ 9 9.
himself, and should always 10 the person 10.
for calling.

9. 11 is a2 must in the parts business and 11,
should be acquired as quickly as possible.

10. Competence has two components: 12  and 12,

13 . 13.

11. Most errors in auto parts work are due to 14,
14 .

12, It always costs more to 15 an error than 15,

to 16 it. 18,

13, Personal 17 and 18 take on new meaning 17,

when the parts man begins to meet the consumer 18.
public.,
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Test

Read each statement and decide whether it is true or false. Circle T if the
statement is true; circle F if the statement is false.

3|

1. Assignment to counter work may come early in an 1. T
apprentice's career.

2. Auto parts companies are out to make profits. 2. T F
3. Profits mean something only to owners. 3. T F
4 The seller has no obligation to an unknown customer. 4, T F
5. Laxity of the counterman can cause loss of sales. 5. T F
6 Parts orders should not be taken by phone. 6‘ T F
7. The counterman should verify that wanted parts 7. T F

are in stock.
8. Accuracy has two components: competence and speed. 8.

9. A thorough knowledge of each product is gained by 9.
reading the catalog.

10. Speed in handling parts increases with experience. 10. T F
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TOPIC 6--THE SHOP COUNTER

This topic, ''The Shop Counter,' is planned to help you find answers to the
following questions:

How is the shop counter different from a sales counter ?

Which counter is given priority of service?

Which parts men usually staff the shop counter? Why?

What part does the mechanic play in shop counter transactions?

How are out-of-stock items handled at the shop counter?

In the automobile agency, and to a lesser extent in the jobber-independent
machine shop, the shop parts counter occupies a place of strategic importance.
Agencies rely heavily on their service operation for maintenance of the cars
and trucks they sell, for customer satisfaction, and for monetary income.

Service shops require an adequate supply of parts. In some agencies the
number of parts and accessories sold through the service department approaches
50 percent of the total parts volume. Most parts sold through agency service
departments are list price sales, so it can be appreciated that shop counter
sales offer a most profitable potential.

Relations Between Service and Parts Departments

Large agencies, with a dozen or more mechanics and body men drawing upon
the parts room, may require a shop counter that is staffed by two or more
fulltime parts men. Shop counters are usually set apart from the customer
or "street" counter, and properly so, because shop counters require special
procedures,

Agencies depend heavily upon car and truck sales for their financial success.
To maintain the new and used cars sold and to perform the warranty and
service operations demanded by customers, the service department becomes
a vital part of the agency operation. Since sales and service are so closely
linked and because the service department is dependent upon a continuing
adequate supply of parts, the three primary functions of an agency--sales,
service, and parts--are complementary, depending substantially upon one
another,

This interdependence of departments becomes most ¢vident at the shop counter,
where mechanics and parts men meet, Nowhere in the automotive agency is
cooperation needed more than here. Mechanics who present parts requisitions
at the shop counter must be given priority, since needless delay costs the
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company heavily in terms of profit and of customer satisfaction. Time wasted
at the shop counter may cost the company $12.00 or more per hour, plus a dis-
satisfied customer if the job is not finished on time!

Shop Counter Knowledge and Skills

Perhaps more than at any other station, parts knowledge and skills are most
needed at the shop counter. At the current customer labor rate (in most auto
agencies) of $8.25 to $9.00 per hour, it is obvious that to keep a mechanic or
bodyman waiting at the shop counter for parts is expensive. Competent, thor-
oughly trained parts men are needed to expedite filling each mechanic's needs
and to minimize delays.

One of the reasons for staffing the shop counter with the best parts men is
that radical new designs in automobiles and automotive products, introduced
by auto manufacturers almost every year, first come to the attention of the
parts men at the shop counter. Warranty service forms a substantial part

of the agency service department operation, and as new models appear yearly,
parts personnel must continually acquaint themselves with a multitude of new
purts. Shop counter parts men usually feel the burden first, often receiving
requisitions for new parts even before the parts have been placed in stock or
before the new car model has gone on display. During the carly weeks and
months of a new production year, shop countermen must become operationally
acquainted with the new models. This often involves learning the function as
woll as the parts of some complex new unit and requires the study of special
parts lists and service bulletins.

Requisitions

A clear understanding should exist between partis and service personnel that
when @ mechanic presents a parts requisition at the shop counter, certain
obligations must be met. The mechanic must present a clear and legible
requisition to the paris man. The requisition should he made out by the mech-
anic for several reasons. First, because he is intimately aware of the parts
he needs and should be eble to write down all the parts needed to complete a
job., Sceond, if he stands at the parts counter and dictates his needs for the

purts man to write down, he is taking up both men's time. A third reason is

that omissions and errors may occur during the verbal diclation of a parts
order, especially if a long list of purts is involved.

Then the parts man is obligated to process and complete cach order as quickly
us possible, "Emergency' orders which occusionally arise should be treated
09 such, and an added effort should be made by the purts man to cupedite
filling them.

In a number of wayvs parts men and seprvice men eun cooperate in the handling
of shop requisitions. If a mechanic is working on a major overhaul, such as
an engine or transmission, chances are that by the time he has completed
the tearing-down operation, he has a good idea of the parts he will need, He
should then prepare and present a parts requisition to the paris room for all
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the items needed. Thus, while the mechanic completes his cleaning and
machining operations, the parts department will have time to fill the order
between other, smaller orders and to take action to obtain parts not in stock.

Another dmesaving method of handling shop requisitions is to issue first the
parts that will be needed first, allowing the mechanic or body man to return
to his job while the balance of the order is filled. For example, if a mechanic
requests a long list of automatic transmission parts, he could be given the
clutch dises, plates, and clutch drum bushing first. He could then return to
his beneh and assemble the cluteh units while the parts man fills the rest of
the order. Similarly, a body man with a list of front-end sheet metal parts
might be able to return to work for several hours if he needed and was issued
frume horn extensions, a radiator core support, and certain inner panels and
buffles.  The parts man would then be able to complete the order at leisure.

Many shop requisitions will call for material not in stock. The nature and

price of the part, and the urgeney with which it is necded, will determine how
ihe order is to be treated,  Small purchasces are usually ireated as local
“buv-outs, '=-the part is incated by phone and o purchase order issued for it.
Lurger items, cspeciully wareanty mate pials, are normally available from

the factory only and must be ordered from the faciory usually on an "emergency'
or ear-tie-up' basis.

Inveniory clerke usually work from the shop requisitions to maintain the
inventory svstem,  Fop this reason shop requisitions must be kept clean
and legible, and a1l purt munbers and quantitics clearly shown. When shop
peguisitions have been filled, they must usually go to the inventory clerk so
thit his posting may be completed,

Charges

W ports, including special purchuses and emergeney materials, that are

i aaued 1o the shop muss be charged out on the work order or repair order,
These orders usually come to ithe shop counter from the service dispatcher,
and it is the responsibility of purts peresonnel to sce that purts arc properly
chuteod, Different compenics have slightly different rules concerning enteir-
ine parts uscd on repale orders, but ordinarily it is by part number, name,
aied st price, Wholesule end warranty pepolr orders cequire special treat-
neent and aee handled secording to the policy or procedures set up by the
Senc T O colnpiany.

Oy piechuse orders o perts needed to complete o repuir job, the part or

Pt o be purehosed and the pmrchase order nulnbers should be entered on :
the pepair order when the prechuse order is written, This will prevent any
cepair order from being elosed out without @ complete list of the parts used.




UNIT B--AREAS OF RESPONSIBILITY

TOPIC 6--THE SHOP COUNTER - Study Guide and Test

Study Guide

After you have studied the material in the workbook, complete the exercises
as follows: (1) select the word that Lelongs in each numbered space in an
exercise; and (2) write the word at the right in the space that has ine same
number as the space in the exercise.

1. In an automobile agency, the 1 2 1.
supports the service operation. 2.
2. Most parts sold through agency service depart- 3.
ments are sold at 3 4 4.
3. The three primary functions of an agency: sales, 5.
5 , and 6 depend substantially upon one 6.
another.
4. Mechanics who present parts requisitions at the 7.
shop counter must be given 7 over lesser
tasks.
5. Warranty service forms a(n) 8 part of the 8.
agency service department operation.
6. During the early weeks and months of a new pro- 9.
duction year, shop counter men must become 10.
9 acquainted with the new 10 .
7. The parts requisition should be made out by 11,
the 11 ,
8. Emergency orders require an added effort by the 12,
parts man to 12 them,
9. Parts men and service men must cooperate in 13,
handling 13 and 14 . 14,
10. Inventory clerks usually work from the 15 15.
16 to 17 the inventory system, 16.
17.
11. All parts which are issued to the shop must be 18,
18 onthe _19 order or repair order. 19.

ERIC

FullTxt rovided by ERIC "



12. When purchase orders are issued for parts needed
to complete a repair job, the parts needed and the
purchase order number should be entered on the

20  order.

Test

Read each statement and decide whether it is true or false.

statement is true; circle F if the statement is false,

1. Agencies depend on their service shops to ensure
continued customer satisfaction.

9. Outside sales can account for 50 percent of an
agency's parts business.

3. The three primary functions of an agency are
mutually independent.

4. The best parts men should be stationed at the shop
counter.

5. The shop counter parts man must know the names
and numbers of all parts, but he need not know
their functions.

6. The parts man should prepare the requisitions for
the shop mechanic's needs.

7.  When he fills a long shop list, the parts man should
first issue the parts to be used first, then assemble
tl.e rest as his work load permits.

8. Inventory clerks use a recap of shop requisitions to
assist in keeping the inventory current.

9. All parts used in the shop are charged to the work
order.

10. All parts used in the shop are paid for by the
customers.

Auto Parts Man

20.

Circle T if the

i. T F
2, T F
3. T F
4, T F
5. T F
6. T F
7. T F
8. T F
9. T F
10. T F
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UNIT B--AREAS OF RESPONSIBILITY
TOPIC 7--THE MACHINE SHOP AND RELATED SALES

This topic, '"The Machine Shop and Related Sales, " is planned to help you
find answers to the following questions:

® What relation has a machine shop to a parts business?
e What advantages has a combined parts sales and machine shop operation?
® How can a machine shop generate related sales?

For jobber-independents and agencies alike, a well~-equipped automotive
machine shop is increasingly necessary. The complex nature of today's
automotive products is such that '"shade-tree' methods and equipment are

no longer adequate. It is difficult, if not impossible, to repair or replace
some components of current automobiles with the tools and equipment of ten
years ago. Many smaller garages and repair shops do not possess the expen-
sive equipment necessary to make satisfactory repairs.

Machine Shop Equipment

The high-compression, high rpm, V-8 engine found in most U. S. automobiles
today is a carefully fitted, finely balanced power plant. Its piston pins, for
example, are so carefully fitted that at least one major manufacturer does

not sell piston pins ns replacement parts, but instead will sell only a factory-
fitted piston and pin assembly. Many new pistons are size-marked by 0.0005
(1/2 thousandth) graduations, so that cylinders which vary slightly in bore may
be individually fitted. Engine bearings must be precisely selected and fitted.
This complexity is not limited to engines alone; multiple carburetion, complex
electrical circuits, automatic equipment, and complicated drives are such that
diagnosis and repair can be made only with the aid of specialized and expensive
equipment.

Typical of the equipment found in a modern automotive machine shop are the
following: pin hones and reamers, assorted valve guide tools, valve refacers,
hard seat grinders, boring bars, line~boring equipment, bearing resizers,
armature lathes, brake drum lathes and shoe sizing jigs, crankshaft grinders,
camshaft grinders, rod boring and aligning equipment, balancing jigs, clutch
rebuilding machines, degreasing tanks, arbor presses, fly wheel and cylinder
head resurfacers, and dozens of special hand tools, micrometers, dial indi-
cators, and test gauges. (Sce Fig. B-8 through B-11.)

The ordinary garage man owns but a few of the machines and equipment listed
above. He relies on local machine shops for his specialty work, and this
reliance opens up a number of related sales opportunities for the well-equipped
parts dealer.




Fig. B—8. Testing a generator and voltage regu-
lator on a modern electrical test bench

Fig. B—10. Fitting piston pins on a Sunnen hone, A
complete assortment of mandrele and truing slecves
is at the right,
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Fig. B—9. In the foregrourd, a flywheel resurfacing
grinder; in the background, a piston grinder

Fig. B—11. Grinding valve scats, The customer will
need valves, valve springs, and gaskets,

Courlosy Tri-City Auvia Supply, Richmond




Unit B, Topic 7

Machine Shop Service

There is a distinct advantage to the one-stop service that a paris organization
equipped with a machine shop can offer. Today the professional auto repair
man is usually a man in a hurry. He measures his time in dollars and cents;
his business textbook is a flat-raie manual. He cannot tolerate unnecessary
delays. He wil’ buy his materials where the service is quick, efficient, and
complete., The establishment that can offer him a complete line of replacement
parts and accessories, plus machine shop services to help him complete his
repairs efficiently, economically, and with a minumum of delay, can count
on his continued patronage. The retail customer is little different in this
respect. A few "bargain hunters' will shop around, but one-stop service is
a powerful advantage. The shop that sells it can watch its sales climb.

Machine shop services contribute significantly to the economy of the parts
organization, and the parts man should be thoroughly familiar with the shop
and its capabilities, Machine shop services are profitable to the company and
provide valuable opportunities for related sales. Moreover, proper shop
diagnosis, assembly, and installation can reduce parts failures.

Related Sales Opportunities

One of the biggest ass2ts of a machine shop is the related sales opportunities

it presents. A related sales opportunity is any part or service that can log-
ically be suggested for purchase along with the parts or service requested.
This opportunity works in two ways; if the customer is buying parts that sug-
gest service operations, then he may be encouraged to buy the needed services;
if the customer brings some machining or assembly work to the shop, there is
an opportunity to sell him any related parts. The parts man who is thoroughly
familiar with shop services may take full advantage of this duzal opportunity

for related sales. The necessity for auto parts apprentices to be well-grounded
in the essentials »f automotive principles and design is evident,

A worn-out clutch disc that shows signs of scoring on the flywheel side should
appear like a red flag bearing dollar signs to the parts man. The fly wheel

is scored; it needs resurfacing or replacing. Similarly, scored brake shoes
suggest scored brake drums; the drums should be turned and new linings ground
to fit them. A simple inquiry into a head gasket purchase may turn up a warped
cylinder head and a chance to sell a valuable machine shop service.

The number of related sales opportunities that machine shops offer is trernen-
dous, arnd advantage should be taken of each one. A counterman acquainted
with shop equipment and its operation can talk intelligently about machining
operaticn whenever the opportunity arises. He can impress upon his customers
the advantages of proper testing and assembly. Many people are only vaguely
aware of the services a machine shop can offer. When the customer's needs
are pointed out to him, the parts and service sell each other.
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Reducing Parts Failure
Machine shop services reduce parts failures and "come backs.' Proper
assembly and installation of new or rebuilt parts can materially reduce the
number of parts failures now experienced. Some customers are simply care=
less about proper installation, while others may be completely unaware of the
factors involved. Many a generator has been returned because of reverscd
polarity or a faulty voltage regulator that was never checked. A scored fly-
wheel will spoil a new clutch disc, and a new master cylinder kit installed in
a pitted cylinder is uneconomical and dangerous as well, Driving a bearing
on a rear axle shaft with a hammer aad punch can crack the inner race, Or
put out an eye if the hardened steel should chip. wJuessing at crankshaft bear-
ing sizes invites trouble and needless expense. Expanding a set of pistons
and aligning the rods may keep a ring job from going sour.

These few examples should serve to point out the constant threat of failures

due to careless and improper procedures. By knowing the precauticns against
such failures, the parts man can suggest methods and services to prevent them.
Customers appreciate practical advice and an invitation into the shop to view

a needed service. But the customer should not be coaxed into buying something
he does not need. Customer goodwill is an expensive commodity. There are
plenty of opportunities for legitimate sales; the parts man need only learn to
recognize them,

Parts failure due to improper instaliation by the customer is an expense that
your company usually must bear. Even though the part may clearly indicate
faulty or careless installation, it is usually good business to replace the
part free of charge (unless it is quite expensive) to maintain customer good-
will, If the number of such failures can be reduced by selling the services
of the machine shop, then not only will a needless expense be avoided, but
shop revenue will be increased.

Study Assignment
Bring to your instructor a written account (at least one full page) of the
services offered by the machine shop where you work, If your company does
not operate a machine shop, visit a nearby shop and obtain your information
there,

Topic for Discussion

Be prepared to discuss the following topic if you are asked to do so:

What opportunities for additional parts sales are suggested by the machine
shop services that you reported upon?

o8

e e e —— e o oo a0 e enbee L e YD P



i

UNIT B--AREAS OF RESPONSIBILITY

TOPIC 7--THE MACHINE SHOP AND RELATED SALES - Study Guide and Test

Study Guide

After you have studied the materiel in the workbook and the assigned material,
complete the exercises as follows: (1) select the word that belongs in each
numbered space in an exercise; and (2) write the word at the right in the space
that has the same number as the space in the exercise.

1. Many small garages and repair shops cannot have 1.
the expensive 1 necessary to make 2 2.
repairs.

9. A combined parts sales and machine shop opera- 3.
tion can offer 3 service.

3. Today the professional auto repairman cannot 4,
tolerate unnecessary 4 ; he will buy where 5.
the service is 5 , 5 ,and 7 . 5.

7.

4. Machine shop services contribute significantly to
the 8  of the parts organization. 8.

5. One of the greatest assets of a machine shop is the 9.
opportunities it affords for __ 9 10 . 10.

6. A wornout clutch disc may indicate a(n) __ 11 11.
flywheel.

7. Proper 12 and 13 of new or rebuilt parts 12.
can materially reduce the number of parts failures 13.

experienced by parts stores.

8. Customers appreciate an invitation into the _14 14.
and 15 . 15.

9. Scored brake drums should be 16 in the shop. 16.
10. The 17 18 is the garageman's business 17.
textbook. 18.
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Test

Reac cach statement and decide whether it is true or false.
statement is true; circle F if the stateme:t is faise.

1.

2.

10.

60

The tools and equipment of ten years ago no longer
suffice for current auto repair work,

An engine block whose cylinder bores vary eveu
slightly is discarded.

The owner of a small garage can farm out necessary
machining.

The professional auto repair man will usually buy any
replacement part froni the cheapest source.

The parts man need know little about machine tool
capabilities.

Machine shop operations play no part in incrsasing
sales of replacement parts.

Inquiry about a gasket purchase may lead to a
cylinder head honing job.

Proper assembly and installation of parts is
essential to reduction in parts failures.

If the customer is responsible for faulty ins:allation
of a part, ne should always be charged fo.> a replace-
ment.

Some manufacturers will not sell a replacement
piston alone.

Auto Parts Man

Circle T if the

1. T F
2. T F
3. T F
4, T ¥
5. T F
6. T F
7. T F
8. T F
9. T F
10. T F
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anit G « Cataloging Systems

TOPIC 1--FACTORY PARTS SYSTEMS

This topic, ""Factory Parts Systems,'" is planned to help you find answers to
the following questions:

e Are all parts numbering systems the same?
» What i. a nonsignificant part number?
» How can a part be identified if its nuinber is not known?

e DMust the apprentice parts man memorize the numbers of all the parts
he works with?

e Are standard items, such as nuts and flat washers, given parts umbers?

Major similarities exist in all automobile manufacturer's cataloging systems,
Examples drawn from the different catalogs are reproduced and appended to
this topic as Figs. C-1 to C-9. From these specimens the parts apprentice
may gain an appreciation of the fundamental concepts of prrts cailalog design
and may then apply these basic concepts in learning detai’s of the particular
catalogs with which he must work.

As the auto parts industry continues to increase in size and complexity, the
parts man must spend a proportionately greater amount of time in study and
use of his parts catalogs. One example of this growth should be sufficient

to make the point. In 1948, the Chevrolet Master Parts Catalog contained
less than 700 pages. In 1964, the combined Chevrolet catalog and price lists
numbered well over 3500 pages, an increase of 400 percnt in 16 years or

25 percent per year,

Parts catalogs are indispensable operating tcols of the parts department, With-
cut the information they contain, it would be impossible for a parts man to
locate, identify, and price the merchandise he must handle. Consequently, a
thorough working knowledge of parts catalogs and related manuals is essential
if the parts employee is to function at his best.

Parts Catalogs

A study of the major aato manufacturer's catalogs reveals that they all have
the same basic structure. All contain an alphabetical and a numerical index.
All present pictorial diagrams, usually preceding each group division. Each
manufacturer uses a grcup number, or part nuwmber prefix, to identify the
major assemblies and subassemblies of the vehicle. And, of course, all
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manufacturers use dlscrete part numbers to identify each individual part. In
addition,- manufacturer s' catalogs present a wealth of related information to
aid the parts man in modecl identification, interior trim clussification, engine
and option specifications, ordering procedures, and so on.

Assignment of Marts Numbers

Each new part produced by an automobile manufacturer must be assigned a
unique part number to give it identity. The methods of assigning part numbers
differ slightly with various manufacturers, Two examples will be used for
illustration, the General Motors '"bleck systems, ' and the Ford Motor Company
expansion method of allocating spzcific part numbers from basic geoup numbers.

In the General Motors syster: certain "'blocks' of numbers have been assigned
to specific manufacturing divisions.l (See Fig. C-1.) As new parts are designed
by the various divisicns, each division assigns part numbers in rotation from

its block of numbers. General Motors parts numbers are ''nmonsignificant. "

This means that no digit in the manufacturer's part number identifies parts

in a certain category. For example, there is nothing within the G.M. part
number 7450745 to indicate that it is a differential side carrier bearing to

be found in group 5. 536,

The G.M. manufacturer's part number, which is a six or seven diglt number,

is used only to describe an individual part. The same part number is used by
all divisions (Chevrolet, Pontiac, Buick, Oldsmobile, Cadillac, G.M.C. Truck)
to describe the same part. Hence, if a certain part were used on Pontiac
products and also on Chevrolet products, bc)th lelSlonS would use the same
part number to identify that part.

Ford Motor Company part numbers, however, are formed by 'expanding"

the baslc group numbers that subdivide the parts catalog. Ford part numbers
are 51gn1f1c:ant in that they identify the nature, location, and application of
the part to which they are assigned. For example. Ford part number C3AZ
6303A tells the experienced Ford parts man that th