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Subject to Protective 

• Background 

Excellent product service has been 011¢..:,.~;i tf~@:l~:~l.l.!l;~nents in the long tenn 
success of Remington's firearm business. Ii~ditionally, R~ffiii1,gton promoted service 
from the factory for both parts and repairs tltt~µ@:t~~t?Iogs, owner's instmction manuals, 
reforence manuals, field service manuals and othgf't~i§'kl§:;i;µarketing materials. 

In the early l 990's, Anns' ServiQ~:~QU~j~ted of a Field Service Organization with 
four (4) dedicated Service Reps., a P)Jone''ce.ufi\t)):fJt;Jn (JO) CSRS', four (4) clerks, a 
Patts and Repair Center with twelve,:{J2) repai;;:;g¥/ibfee (3) re-finishers (wood/metal) 
and twelve (12) oilier personnel in \fibus f.tm¢tion~;.:::, 

Historically, Anns' Servici:t~,:~,·~~f.~d-aj.business LUrit (Lulit #12), generating 
approximately $3.7 million in annuaf~mM;:::t!M~J~r portions of this revenue came from 
the sales of spare pmts ($2.&,M).~:!f~~i.[§. ($156M), and the Annorer school ($200M). 
Gross profit for 1996 averag;$~,Ji:965M(4~iet10). 

:~?:~;mt ::???, 

.::::~'f''il!'i·i'it: }~ePilI~~:,fiisto ry 

l11e average nurnlt:W:@.n~~/'fJ'}ikirs ranged between 32,000 and 35,000 units. 
Unfortunately, the llf!..1!;;,;Jflilfi)J(l!JJ.lk-Jo-repair averaged 12-14 weeks. Tn 1994, a 
corporate objectfre 'J{fwo 1£ggks iilFillaround was established 

To attain tW,,%,!.:W?ji:;¢,ij~·~\ several strategies were investigated, including a detailed 
"re-engineering'' e:tf8foiMmt~@.ml.ine internal processes. However, senior management 
decided that t'#:\IJ:W$f "(!)jliiit~it\lnetlwd was to utilize our outside warranty repair 
network (autltoHlifilA~~trir:.~ Celiters). Prior to this change, the Anns' Service group 
had been r~~p~;m.~~~J.~::::::!tl!i!:!i!~dministering the warranty repair program including 
maintainiug!'i~M~tMF'fi@f'iilauuais and parts catalogs. Dov,nsizing resulted in the 
eliminatioi1'''"6K!m¢:':£<:i:vr field service representatives leaving the company without the 
necessary,J:P~RH!:~b~rn@:,:~tinue product material updates. As a result, field manuals 

2
" Dar;\':(4:f:P.roduct Sel'\'ic:{C~nsider·ations is an excerpt. from the Strategic Market.ing PI,111 (Customer/Arms 
Service'HM'MMLM~rI11.~@@'bn~ger, 1997. 
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