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This is the first year that the Corporate Phont\(:enter 11.i~:$~:xespo11sibilities for 
administering parts sales, providing status on gu1f:::~~PW.i1Wi ... ~1d''~\veri11g teclurical 
firearm product related questions. .. .. ,.,,,,.,,,.,,,,,,.,,,.,,,.,,,.. " 

/)\? . ···.:::::'.::::~~~~I~I~I~i/= 

A comprehensive "Customer Service'' sd~~d:~ purrentl;"'being developed and 
refined. The key points of this plan will incorr:~f'te: "'' <:::::.::::}:;:,,,,. 

• A communications plan which/M~tiK explains \~emington's new repalf 
Po 1 i ci es ···=:=::==~~~~:~~@~~Wt~i~~~~~~~:~:::~::::.:-. 

. . .. ,.,,,,:,::::::::::::::::::::::::::. .. 
• Development of a Reporting/D9ctf!:P:9:.$~:,M~miht System 
• Development of Root Cause :~Q~H$1t'iH''ri8~i'd~ malfunction data to Quality Control. ..... ,.,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,.,, · · 

• 011 go1'11g tra1·111'11g c(),. csR·P''''''' .. ,.,,,::::fi!:!::.:,.:i:.rn::n:i:" - JI ~1·v:::: . ·-::::::> 

• Work flow processing to;:i$hsist~ly trl:;)f\<: and control phone coverage, patt 

order fulfilhnent and a~~i:~~:~p~\:F .,J:.:i:,r' 
'''''"''''''''''''''' ''"''' 

Ctitical to this transition, a b~~i~~i~@~·i·~Y~:,'~as structured in Madison to process 
spare part orders and provide,,,j~@ij~~~'@.l) olTWM1ouse repairs. With minor exceptions, 
all orders are now being pla,QW af Corp~i,~@:~ Headquaiters, then transmitted to the Ilion 
facility where they are picl(,f:S!tmcked, aii4,:~pped . 

. :::::::~:~:~:::::::~:~:~::::: .. •. ~:~:~:::::::~· 

.:, .. ·.·.·,., ::::,::.:.,, .. ::::::::::::,.',.:: 

'" """"""""" 

• Lack of c!~I ~tra~~;~ '<l~~tlbn 
• Our ne,yrnt.:"\1stqrij~f Service Representatives are not adequately trained on 

productd@m~~JJ,t;&jbn. 
• Our ~~Sf P~''''~rnl.~~::>;:p~rienced (l1aving not dealt with the volume of a peak 

cyc1~!'!~mi~i~R sea~'M~j;!It· 
• W11oleshl&~;:!rnJ#:&!~Js and Sales Representatives are LUrinfonned as to the 

CHQ;~!}t;J).:f99~::~~,i·t;tionale of our new service policy. 
• :tli.~i~~Q.~usei~'.fa.angry for multiple reasons. 

· '"'SH''E;~n~ts~t..infonnation 
•:':')'~'fr::,fpi~&~t.@'to learn that ''factory service'' is no longer available. 
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