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The center was cornp1ised of ten (1 O) CSRS' a~~i~~~~f·i't1~i~ii~i~W~~l personnel, 
After the introduction of the 800 number two years ago, phon~':iji~~i'tforing the "hunting 
season" was beyond the capabilities of 10 CSRS'.,,., Lost cal1''!~%#1;:;,s averaged 13%, 
approximately 31,000 phone calls. ln addition to s&Ww~:::9Mtfes, 'lli~p' s Phone Center 
also suppmted Remington's Shooting School and 1~!~f:L1sWffi!i§:~9tb,, ' 
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ln April of 1997, llion's Arms' J#t.;M~:::p;(l(iflbn was down-sized and tlte 
Phone Center was re-located to CorpQ.f,4,(#{(f,4,0,ltquarters in Madison. A majority of 
the parts and repair personnel were re~~.~ih;W,idmf@~P~HHf.~cturing, 
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The cmrent procedure for pf{\¢bss~~HfireruJR ;~pairs is through our network of 
authorized Service Centers. Onl¥ii:~~.~ill,fi,Whlfu¥.£#,6ns and certain repairs are retlU11ed 
to the llion site for disposition. Att:¢.:i{~j®iJl~ ()f tiµ~)s personal or product liability claims, 
M/396, over and unders, custom guns';'a\%1:'!:~!!§MF 

As previously stated,JijjRepaif:Qm~f,lrtment has been downsized by nearly 60%. 
Ctment staffing consists o£~tir (4) repaliifun and onMmd-a-haJf (1.5) re-finishers. In 
addition to the pennane1itJ:::·'f~i!ll~~fill.e per~~Anel, part-time support from Assembly is 
provided on an ad hoc b~js. ''::::i:i:]}:::::::::rn:r 

At the present;::j;:~,':ijl_~:·:(l:::::'::~~timated 1,500 guns currently in-house for 
repair. This nmnb~~'§iill climb dfMiihcally within the next six (6) to eight (8) weeks. 
The average facto,qffepa(~::j}rnarou:nd time still remains at I 0-12 weeks, whereas, at 
the Service Centt?('.~·:i~~~~,,~f!rage turnaround time is eleven (11) days. 
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Althougl'ft.lWJt1;;JrnfJRiji:.(~#te to repair has sibrr1ificanfly improved, this is only one 
element of overfilFq-~:::~~rv1ce. Focused attention needs to he paid to our Field 
Service OperatiQm~.,JiJ$iJlitfW!1 but not limited to, formal agreements, malfunction 
data gathqiflJJj'llliiiY/iftf{fj?Jis, phone etiquette training for repair centers, claim 
reimbursiiiM1##/iJ!!l:f[W product familiarization. 
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m:MaffihB~:::~~:?t~~,:'f~orementionc<l initiatives, we must drasucat1v reduce the 
curr«~t':~~~~~d6Wfi.J{W,arranty stations and actively manage with a close partnership a 
limii#Qinumber of~¥flair stations. 
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