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Subject to Protective 
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soon became outdated, and due to a number of enginJf jt.~;,:jj~&-~~!:!~~~ts catalogs 
also became obsolete. "':+?+::::. X<? 

:::·, '. t:'!:.'·:!.'::,, 
ln smrnnary, llion's service group was :i!('fi/JJ4tf:£quipp'iiij to handle the 

management of 235 Sen•ice Centers. This situ~~fpn' 'de\~~~~~:,:4.ue to Remington's 
"factory repair" philosophy that did not evolv,~:iUwith its' 1i'eWfsfrategic redirection. 
Remington's relationship with these Service C~~Wt$,{~Y<:l:~ at arms length and an infra
strncture to collect and analyze malfunction daj~:pidh&j::~~t,,,Jeclmical documentation 
was outdated and inaccurate, and the gunsmitli~:: at 111e sfH%'ij,!'tente:rs needed training 
on Remington products. .,:::::;:::,,, .. 

'',,I::'!.i:.:[:t!:,,,,,,. 
Early in 1995, 20-25 strategically.J9g~l¥:~::;.,.$W¥~~: Centers were re-evaluated 

based upon pre-established criteria of:tfil~l.~@l''''§~%K\iri<l tum-around time. By mid 
1995, a "repair nehvork" had been esta'bB~Q~t~'HR()ncert Yl~th K-Mmt to reduce the 
volmne of guns being forwarded to.#~ factciry'.:::t:ijY,:i:"1e end of 1995, oilier networks 
were established for Wal-Mart ~.::~1e &~~Wral q1sfomer. To-date, tile majority of 
repairs have been e..wcuted with cfjfjffoxi'!Jlij,iely ~(V (20) outside Service Centers . 

. ~:~:~:~{:~:~:'.:'.:·.'. :::~:~:~:t:·' .:::~:~:~:::::: 

Although our avemge tur~Y/i}f/Ji~i''tim'4$~repair has dropped to eleven days1 

this profound strategic cl1angf::49.cMUfC?i'fJ&lffpl1ilosophy, from HFactory Repair" to 
"Outside Service Centers' .. , li/iii'''fi@if}:f)).'(4 with some nuljor challenges. With over 
14,000 firearms repaired in~·~?6, sigiufk'~~t'~roblems still exist. They are: 

• Customer relati~~!i~~,pf our W,¥,fanty repair centers. 
• Overall confusion \WdfMW:,:etl'S:fomer base relative to Remington's current 

repair proced~tW:PP:li9y .·' ''''''\:{:::·::·::? 
• Chargeable rnp.aif/~~i.t~t@: : ,, 

.:J,.i.,!:t Phone Center - Ilion 

The respo~~~M~jf~~~:i!:~L the Ilion Anns Sen~ce Phone Center was historically 
threefold: ::;::::::;:::::,:,. ·: :::::~}:}ij)i}' 

1. Provide .. g~#.~Wt::'i:#'t~ftnation regarding operation, maintenance, and history of 
3~1hjjbiMMfiMWMs. 

2. Pi~.'~OO]~:Rrders. 
3. Q;m.nseFcl:i~t:9.ws on fireanns repairs. 

'•. ·,::-::: -:~: ·:::-:~: -:~:-,:-·... . .. ···:-::: -:~: -:·. 

v. Remington 

Page 106 

BARBER · REM DOCSB0000219 

MAE00000135 


