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ments n the long term
ington promoted service
28, owner’s mstruction manuals,
qnarketing materials.

In the early 1990°s, Arms” Servi

of a Field Service Organization with
four (4) dedicated Service Reps., a P :

n (10) CSRS’, four (4) clerks, a
e (3) re-fimishers (wood/metal)

Historically, Arms” Servic:
approximately $3.7 million in annua
the sales of spare parts ($2
Gross profit for 1996 averag

business ut (wmt #12), generating
: pr portions of this revenue came from
$756M), and the Armorer school ($200M).

irs ranged between 32,000 and 35,000 units,
<repair averaged 12-14 weeks, In 1994, a

e, several strategies were wvestigated, including a detailed
gamline internal processes. However, senior management

administering the warranty repair program including
manuals and parts catalogs. Downsizing resulted in the
elimination Gf field service representatives leaving the company without the
ntinue product material updates. As a result, field manaals

tf;ns;iderations is an excerpt from the Strategic Marketing Plan (Customer/Arms
nager, 1997,
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