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December 5, 1989

MEMO TO: Mike Nixon
FROM: Gerry Westerfield
RE: Aftermarket Part Guarantee Progranm

In view of the need for information in a short cime, {t is not
feasible to ocutline any entire program. As an alternative I will
sez forth key peints that I feel should be considered for
inclusion in a program. These points, and others, which gre’
considered valid could be used by our public relations pecpld to
develop a2 useful, effective '"Message to Our Policyholders"
scatement. That statement would, in effect, reflect Stacte Farm's
PTOgTam. '

* Include "£it" along with corrosion rust-through. A program
of only proctecrion against corrosion will have little impact,
cn the consumer because of the remotaness of the subject.
Protection against non-fir addresses an immediate concern and
will have impact. Also, a program which addresses fit can
inelude plastic parts (header panels, fascia, ecc.) while
corrosion relactas only to sheet metal parts.

g Some mention should be made of CAPA parts, even if we only
say we are happy about developments.

* Don’'t limit our program to CAPA parts; there are many good
parts that will never become certified, such as air
condicioner condensars, radiator cores and some bumpers. We
do not want to build a program which excludes those.

¢ Say somathing positive about gquality repairers who insist on
using quality replacement parts. Mention the fact many
repairers guarantas thelr work - some for the duration of
vehicle ownership - and we wanct to "join" those people in
seeing to it the vehicle owner gets quality repairs.

*  Include the points of our quality parts criteria, but im a
narrative form similar to the approach used in the Stace Farm
"Wrinkles" brochure.

* Point our rhat many non-0EM manufacrturers and suppliers offer

long term warranties - usually sufficient to afford adequare
procection, bur "just in case” things don’'t work ocut, ‘'Stace
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Farm is there” to insure the customer is sactisfied, We might
use some logical examples which do not reflect adversely on
the supplier. For example, we would not want to siay that the
supplier might go our of business (alcthough chat is a
possibility) but we could make the point cthe vehicle owner
might move to another part of the country. The supplier
might not have a facility in the new area but State Farm
would still be there.

* Along the same line, we should mention the length of time wve
have been in business, our size in terms of agents, claims
offices and claim representatives. The point to be made is
that if a cuscomer wants to talk to Scacte Farm about &
problem they need not look far.

* We should mention some of the reasons why we are suppor:f%-
of the compericion brought about by alternative parts - which
support is the reascen we are introducing this program in the
firstc place. :

' Some good examples are price reductions, of course, but also.
the substantially extended warranties which have been
introduced. For example, both Ford and GM offer
substancially bettar warranties on Teplacement sheet metal
than on the original sheet metal. This reflects one of the
many benefits derived from healthy competition,

* Emphasize that we are supporting competition - not
alternative parts, per se.

* Refer to the parts as qualiry replacement parts or
alcternative parts. Do not tefer to them as non-0EM parcs,
The latter term not only carries a negative connotation
{non), it is out of dace.

* Emphasize customer satisfaction racher chan a "guarantee" or
“warranty.” The public has become generally i{mmune to the PR
hvpe which usually end by saying in fine print, "see vour
dealer for detzils." A more appropriacte and meaningful
reference is to "a promise.” That word is scraightferward
and carries 2 compelling connotation that people can relace
to.

* Menrion the number of first-party claims we pay each vear and
relace this nuober to "keeping a promise.” Now, we ave going
to make one more ''‘promise” - that of ulcimace customer
satisfaction should he or she have a fit or corrosion preoblem
wich an altermative part that was selected because we based

our pavment on its uses.
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* Emphasize that the entire promise is contained herein; no
fine print; no gimmicks; and no hidden costs to the vehicle
owner. 0f course, we must be facrual and be sure that the
entire promise - with its limitarions - {s clear and
unambiguous in the narracive,

Even though this may seem to be an extensive list of poinrs to
include, it should make for & rather straightforward scatemen:
provided we omit glitter, For example, we can say (1) we suppors
the existence of alternacive parts competition because it holds
down rapair costs and generates extended warranties; (2) we
recognize chat manufacturers, suppliers and repairers provida
warranties and we don't want to come bectwsen those folks and
their (our) customers. (Repairers are particularly sengicive
about this.) (3) Wa wanc quality repairs; (4) we want our .
customers to-share our concern for Tepair costs and join us in
our support of competition: (5) we aren't going to ask our
cuscomers to help us unless we promise to halp them so, in retusn
for their support of competirion we promise; (6) we will censider
only alcernative parts that are guaranceed for fir and againszt
parforation rust-through for as long as they own the car. And
(7) if chat's not enocugh, we'll see that che part is repaired or
replaced to the owner's satisfaction - at our expense. '
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