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A MESSAGE TO THE OPERATOR
The success of the Sheen business will depend on the collective success of its franchise operators. Therefore, we will provide each individual franchise operator with knowledge, guidance, assistance and dedication.
How the individual operator performs as a salesperson, a manager, a customer relations officer, a director of personnel, a training director and controller, will directly reflect on the degree of his/her success.
Every Centre is owned by the franchise operator. When all is said and done, it is the operator’s business.
· How well the operator follows our program.
· How well the operator solves day-to-day problems...
· How well the operator manages the business... Will directly reflect on the degree of success.
Let us complete this training course with a single purpose in mind... SUCCESS! Sheen will work towards your success. You, in turn, are working toward your own success.
Sheen must keep in mind foremost the needs of its franchise operator, THE FRANCHISE OPERATOR MUST CARE FOR THE PERSONAL SUCCESS AND FOR THE SUCCESS OF SHEEN AND OTHER FRANCHISEES.
            
          Let us always work as one
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STANDARDS
A franchise is a licensed privilege to use the name. This name represents a system and style of doing business that can be identified and differentiated from competitors providing similar products or services.
The Sheen name is licensed to our franchise owners to represent to our customers our system and style of doing business. To ensure the name represents Sheen positively to the entire market and identifies and differentiates us from our competitors, Sheen has, as a part of its systems, standards and specifications for those things that affect the mark and the image it conveys in the marketplace.
Use of Sheen Panel Service Name
The Sheen name is owned by Sheen Panel Service (VIC) Pty Ltd which identifies the system and methods of doing business that benefit our customers. Any Change or Variation in the name only dilutes its value as an identifier to the customer; therefore, the name must be used in its entirety with no changes or modifications to it.
Advertising
Any advertising must prominently display an unadulterated Sheen Panel Service name and not employ any unethical advertising practices. All creative advertising used must be provided by or approved by Sheen.
Quality of Work
All work shall reflect a high standard, for that ensures customer and insurer satisfaction and does not diminish the value of the name.
Car Delivery
All cars delivered to our customers must reflect high quality detailing by having:
· All workshop materials removed from the cars.
· All new paint polished & Old areas with chips touched up.
· All windows, exteriors, interiors, chrome and tyres cleaned.
Gifts
A Sheen Group gift bag with the following Sheen approved merchandise is to be given to each customer upon picking up their vehicle. This is the minimum standard of contents for the gift bag and any extra items must be approved by Sheen Group Headoffice.
· Lifetime Guarantee card
· Sheen Tissue Box
· Rose Chocolate Box
· Sheen Stress Car
· Sheen Pen
· Manager & Assistant Manager’s business card 
· With Compliments slip


Equipment
All Sheen Panel Service Centres must have a spray booth, inverter spot welder, jig system, measuring system and all equipment needed for the repair of 
accident damaged cars. This equipment must meet all applicable necessary industry standards.
Material
Materials must be of such quality that when used properly and under normal conditions, they will far outperform the life of the guarantee.
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Customer Contact
The franchisee and its employees:
· Will make representations to the customer that are based upon fact and are not intended to deceive or misrepresent.
· Will accord all customers courteous and fair treatment.
· Will strive to satisfy customers and to earn their respect, confidence and loyalty.
Dealing with Competitors
The Franchisee and its employees:
· Shall compete vigorously but fairly and ethically.
· Enter no agreement with others to apportion business, maintain prices or otherwise restrain trade.
Centre Appearance
All Sheen Panel Service Centres will maintain an appearance that gives Sheen Panel Service Centres a positive image with its customer by having:
· A clean and orderly office.
· A clean and bright exterior.
· A clean and orderly shop area.
· 
Quality Assurance, O H & S and Environmental awareness

· All shops are Q A certified by SAI Global – member number QEC26078
· All shops are Safe Shop and Clean Green certified by CR Management
· All external shop audits are conducted once every three years
       


               [image: ]                         [image: C:\Users\USER5\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.Outlook\YIBS322M\SS_logo.bmp]                         [image: C:\Users\USER5\Documents\Clean Green Logo 1.jpg]






Warranties and Intershop Warranties
Customers will receive the standard Sheen Panel Service Policy Printed Guarantee in conjunction with VACC and will be honored promptly and courteously.
                                    [image: http://www.sheengroup.com.au/portals/0/lifetimeguaranteelogo.jpg]

Fees and Reports to Head Office
All necessary reports, franchise fees and advertising fees must be received at Head Office by no later than the following month.
Representation as a Franchise
All franchises must display a sign in a prominent place that states it is a Franchisee of Sheen Panel Group and is an independent owner.
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THE FRANCHISE OPERATOR
The degree of success of any business depends on the caliber of its management. This is seen time and time again in every imaginable business.
Two Sheen Centres in the same city, drawing from the same market, opened at the same time, can very well experience different degrees of success. It can be found that one centre will do 50% or 100% more business. How can this be possible? Why is this possible?
The answer is... Management!
What is good management? What is the difference between a successful manager and an unsuccessful one? To dedicate yourself to the task of finding the answer to these questions might be the most important single accomplishment of your training.
You will be taught how to sell... hire... train... motivate... and operate your business. If you learn how to be a manager of your business - a strong, consistent manager - then you will reach the heights of success you both desire and expect.
What is the description of a good manager?
To describe a successful manager you have to use the words:
· Initiative
· Determination
· Dedication
· Consistent
· Positive thinking
We all know that successful people are positive thinkers. But how do you practice positive thinking and how do you guide your life by it? We all know that to gain and keep the respect of others, as well as to get the job done each and every day, you must be consistent.
But how do you become consistent... consistently?
Nobody has ever heard of a successful person who wasn’t dedicated to a goal. But, what goal should you be dedicated to? Money? A level of net profit? A big year in gross volume? Recommended business? Quality work? An efficient operation?
Every Franchisee entering the Sheen Franchise is determined to be successful. Everybody knows that. But, how long will this determination last? Until the end of the training period? Will you be determined to learn the merchandising programme perfectly and demand exact performance in your centre? Or will you be determined to learn it well enough... well, you know, well enough.
You don’t need to be perfect, especially with customers. If you vary here and there and if your assistant, whenever hired, knows the programme well enough... that’s determination also... or is it?
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Success is a state of mind. That’s positive thinking. Believe in success. Believe that you will solve your problems. Believe that you are going to be - or already are - the best Sheen Operator. Consistently follow the Sheen programme for Success.
Be dedicated to learn the Sheen programme and determined to be a consistent performer.
Be dedicated to the right ideals and right goals, positive ideals positive goals.
You have the initiative, that’s why you are here. Take this initiative further. Don’t let up. Don’t take anything for granted. Expect to work hard and welcome hard work.
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RETENTION – THE SALE
Sales
One of the most important concerns of a Sheen Operator. It is the starting point for everything else in the Centre. Sheen has a successful sales procedure that allows the Operator to effectively retain customer’s cars for a quality Smash Repairs Service. Several important sales concepts are part of the sales procedure.
They are as follows:
Important Sales Concepts
Assumptive
Convey through our words and the tone of our voice that the customer will make the right decision – LEAVE THE CAR.
Control
Move the conversation in a way that effectively guides the customer to correct (and easy) decision.
Honesty
Explain the services completely and be assured the customer’s expectations are received.
Participation
The car belongs to the customer, therefore he/she should be involved in the decision as to what will be done to his/her car. We help the customer participate in our sales decision. It then becomes his/her Estimate, not ours alone.
Asking For the Car, Correctly
This is the most important step in our sales concept. If we do not ask for the car, we will not get it. At this point we work through any problems or objections the customer has so that the right decision can be made.
Eye Contact / Listen
Always LISTEN to what the customer has to say. Keep eye contact, as this will demonstrate your genuine interest in his/her needs.
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CUSTOMER RELATIONS
Customer Relations is a term which can best be described as Customer Empathy. This means putting yourself in the customer’s shoes and showing him/her you care.
Customer relations is practiced from the initial contact with the customer all the way through solving a problem after the job is completed.
Sheen merchandising programme is geared to good customer relations. A Sheen manager immediately shows empathy to the customer when he/she uses the telephone procedure.
Practicing honesty and interest is practicing good customer relations e.g. When answering the phone;
“Good morning, Sheen Panel Service John speaking”.
After the car is retained and promised for a specific time, always call the customer if the car will be ready on time. This act of taking initiative will help eliminate the customer’s unhappiness and inconvenience.
It is poor customer relations to have a customer show up and not have his/her car ready. When the car is delivered, if there is a problem, take the initiative and tell the customer how you are going to correct it.
Good customer relations means repeat referral business. Without this business, your market will be seriously impaired.
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SALES PROCEDURE
1. “Good __________, my name is	. What can I do for you 
today? May I have your name please?”
Write the name on estimate, complete Customer Information Section on Estimate Form. Also obtain the other party’s details.
2. “Let’s go outside and look at the car together.”
Ask the customer how he/she heard about Sheen. Walk around the car to evaluate it.
3. “Show me what you would like us to do for you.”
Walk around the car with the customer, evaluate bodywork, let the customer do the talking.
4. Talk about the damage and how it happened.
5. Let the customer tell you who is going to pay for the damage. Establish what is better, Third Party Claim or going through their own insurance.
6. Advise the customer of the different methods of recovery, Direct claim, Third Party claim, etc.
7. Take photos and notes to prepare estimate.
8. Get the customer to lodge claim and advise of other party details and book customer in for repairs.
9. “Mr/Mrs/Miss/Ms __________, I’d like to repair the car for you.” Seal the deal. Chase up the Other Party for claim details or advise we will order parts for repairs now, etc.
10. Close sequence.
11. Once you have secured the car and the customer has gone, follow up the other vehicle immediately to try and repair it as well.
12. Offer loan car, excess reduction, pick up / delivery of vehicle as a means of winning the job.
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ASKING FOR THE CAR
The close sequence is the single most important part of the sales procedure. In most of the Estimate, we are working for the customer. In the close sequence, we are working for ourselves. Our close is an assumptive close. We assume he/she wants to get his/her car repaired. Also, we explain that we will get the insurance company to approve repairs the next day so we can start work straight away.
Using the right words, we can deliver the close sequence in an assumptive manner, making sure our voice is confident and strong. There is no way to put this in print – but is implicit in the procedure.
Close Sequence
Begin by asking for the car immediately, especially if it is unroadworthy. Let the owner know that to complete the quote, the car is to be partially stripped. Don’t explain dollars and cents to complete estimate.
We know that most of us find it near impossible to go about our day to day activities when we find ourselves without our car. 

In keeping with our motto , “keeping you on the road” offer the owner a loan car. If you don’t have one available at the time, offer the owner a ride home, either by getting someone to drop them off or get them cab.  Let them know that as soon as a loan car becomes available we will contact them.









SHEEN PANEL SERVICE <SHOP NAME HERE>
STRIVING FOR AUTOMOTIVE REPAIR EXCELLENCE
Thank you for choosing us to repair your vehicle. It would be greatly appreciated if you could fill out the details below.
Date: __________
Owner’s Name: ___________________________________________________
Address: _________________________________________________________ 
__________________________________________Post Code _____________
Telephone: Home: _______________________Work: _____________________                
Mobile: ____________________  Email: _______________________________
YOUR VEHICLE DETAILS:
Registration Number: _______________________________________________

Make:__________________________Model:____________________________

Insurance Company:  _______________________________________________

Claim Number: ____________________________________________________

OTHER PARTY DETAILS:
Owner’s Name: ___________________________________________________
Address: _________________________________________________________ 
__________________________________________Post Code _____________
Telephone: Home: _______________________Work: _____________________                
Mobile: ________________________
Registration Number: _______________________________________________

Make:__________________________Model:____________________________

Other Party Insurance Company______________________________________

Claim Number: ____________________________________________________

YOU CHOOSE SHEEN PANEL SERVICE  BECAUSE?

Return Customer (  )         Insurance Referral (  )              Convenient Location (  )

Dealer Recommended (  ) Friend Recommended (  )         Competitive Quote (  )

Loan Car (  )      Yellow Pages (  )       Radio Advertisement (  )       Internet (  )


Other (please specify) ______________________________________
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TELEPHONE ENQUIRY CONTROL
Telephone enquiries are a major factor in our business. Each customer must be handled properly or thousands of dollars could be lost annually. Sheen’s telephone procedures must be followed explicitly on every presentation.
The purpose of Sheen’s procedure is to have the customer make an appointment for an “Estimate”. To do this, the Manager should assume control of the conversation by following the procedure. It is the Manager’s responsibility to ensure that the telephone enquiry procedure is being used on every call.
It is extremely important to report every customer enquiry. The ‘Telephone Enquiry Control form’ is provided to record customer enquiry. Every enquiry should be recorded, etc.
Telephone Enquiry Control Form
The proper use of the ‘Telephone Enquiry Form’ is as follows:
1. A new sheet must be used weekly.
2. Fill in the date at the start of the day.
3. During the telephone conversation with your customer, fill in the customer’s name, make of car, year and appointment time.
4. As customers arrive for their appointments, note their arrival time in the proper column. You can then evaluate the effectiveness of your telephone presentation.
5. Keep accurate records for evaluation.


















                TELEPHONE ENQUIRY CONTROL FORM
Sheen Panel Service
Centre
Week Ending
Telephone Customer Enquiry Daily Record
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TELEPHONE ENQUIRY CONTROL
Place each call on the telephone enquiry control sheet.
1. “Good morning / afternoon, Sheen Panel Service,	speaking. 
How can I help you?”
2. “What type of car do you have?”
Get full details (if possible), at this stage, so the customer does not have to fill out these details on arrival. Put on ‘Quoting Header’ form.
3. “I’d like to show you our facilities and the quality of work we do. We are at	. Do you know how to get here? Is your car safe to 
drive?”
If the car is not roadworthy, offer to tow the car in or go and pick the car up.
4. “By the way, my name is	. What is yours?”
5. “Okay, Mr/Mrs/Miss/Ms	, can you come in today? Or would 
tomorrow be better? Fine, and what time can I expect you?” If not:
”When can you come in?”
Try to lock in a time, as they feel they have an appointment then and are not just ‘popping in’.
6. “Okay, Mr/Mrs/Miss/Ms	, I have you down for	.
My name is	. Please ask for me when you get here.”
7. “May I have your telephone number? Thank you for calling.” Then if they don’t arrive, you can call them to reschedule.
Note:
If a customer asks about the cost to paint a car or if a customer asks about the cost of bodywork, say:
“I will be happy to give you a free estimate when you bring the car in.”
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ESTIMATE WRITE-UP
The success of any Sheen Centre begins with the proper and careful writing of the Estimate. Making sure the work to be performed and the finished product is in complete line with the production system and procedure. This cannot be emphasized enough.
Estimate Write-Up Procedure
The following procedure is recommended:
1. Make sure that you fill in all information on the Estimate.
2. List areas of work. Be specific about location.
3. Enter the costs, estimate the correct parts to be used, and check.
4. Use the time manual as a guide only.
5. Make sure your additions are correct.
6. Take photos of damage and repair processes to show Insurance Assessors for supplementary damage. Notify the Assessor of this damage prior to completion.
7. Make sure you are trained and competent in the usage of DNS and Quote Plus.
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RECYCLING OF OLD ESTIMATES
The Estimate should not be written unless you have exhausted every avenue to keep out of a competitive quoting situation in which you have no control.
For every Estimate that is written and retained, there is another Estimate that is not... unless, of course, you are retaining more or less than 50%.
Therefore, you have thousands of dollars in your ESTIMATE file of which you can be converted into business.
Every night, pick out the estimates you want and phone the owners. Speak to him/her about his/her car and if you can help to get the car repaired quickly.
Chase these customers up weekly – unless they advise they are not coming in for the repairs. This way you have a greater chance of winning jobs.
Estimates should be written once you have a claim number from the insured and or a Third Party claim number AND the assessment booked.
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KEY CONCEPTS
These concepts are used by successful salespeople to lead the customer into making the correct decision. We should become familiar with them. If we combine the sales procedures and these concepts, we will become a good salesperson and we will make our Centres successful.
Listen
In order to command any situation one must know the realities of the situation. We learn these by listening and observing. Listening is the key to more effective communication.
“Not necessarily”
A key transitory phrase used to offset anxiety on the part of the customer and indicates a major problem.
“It’s possible”
A key transitory phrase used to enhance the possibility of a minor problem. “I can appreciate”
(Continuity) However, a key transitory statement expressing two major concepts:
1. We can appreciate the problems and anxieties which the customer has. We can sympathise and empathise with him/her as well as relate to his/her situation.
2. We can exert Aggressive Affection: This indicates that we do what is right and in the customer’s best interest. We are the experts and the professionals. We want to work out the best possible solution to the customer’s problem based on the information accumulated concerning his/her particular problem.
Continuity
The process by which we tie together the customer’s objection with our transitory response. This is a word to word configuration. If the customer uses the word ‘most’, we match it by using ‘most’ in our transitory response.
Yes Sequence
The Yes sequence comprises a series of statements or questions to which the customer must reply “Yes'. As the Yes Sequence develops the customer find himself/herself in total agreement with everything you are saying. It follows logically that when we direct him/her to comply with our recommendation; he/she will reply “Yes'. This is a powerful selling device and is to be used only when it is needed (as per class discussion).



We will check it out together
We are honest, open, and above board. When the customer comes in we will let him/her observe and be part of every step in our procedure. This is a full
disclosure relationship. There is security for the customer if we check things together.
“We will be able to work out something”
This is a key Transitory Statement exemplifying the concept that regardless of the customer’s problems; personal, financial, whatever, we have the sensitivity and flexibility to be able to work out some solution that is satisfactory to all parties involved. We Can Work it Out.
Sensitivity
The ability to selectively retain, remember and use in the sale all of the positive indicators given to us by the customer, as well as the ability to transmit or ignore any negative or derogatory indicators that would tend to pull us off track or lose sight of the objective.
“That’s a good question”... (Yes Sequence)
When we sense that a customer is pressing for assurance or protection to a degree above normal, it is imperative that we recognise this behaviour and counter it by enhancing his/her self-esteem-and self-assurance. Recognition of his/her cautiousness or concern will assure him/her that we are sensitive to his/her anxiety.
Creative anxiety
The emotional state associated with the insecurities of change or confrontation. “Based on the information I have” This qualifies what you believe based upon certain data and information. If someone else can supply data and information, your belief can be changed. This eliminates ego defence.
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MANAGER RESPONSIBILITIES
The manager must be a competent individual who will be responsible and accountable for the production and work flow of the entire Centre.
The manager will have the responsibilities to direct and sustain the productivity of the factory. It is vital that the manager communicate with all personnel, to let them know the work to be done and the plan to accomplish it.
The manager must be:
· An achiever
· An organiser
· A trainer
· A supervisor
· A motivator
· A decision maker
· A planner
We will review the manager’s production responsibilities and determine how each of the job titles above fits into the overall scheme of how production is achieved by the manager.
These responsibilities can be broken down into four areas:
· Quality control
· Production
· Staff development
· Inventory control
Quality Control
Quality control is one of the most important responsibilities of a manager. If the Manager does not maintain this area it can affect the profit of the Centre (Return Service) and the image of the Centre which eventually will effect long range profit.
These procedures should be followed for quality control.
1. It is the Manager’s responsibility to maintain Quality Control Inspection points along the production line. Every car should be inspected before it leaves its slot. The panel technician inspects the car before it is moved to sanding, the sander before it moves to masking, etc.
2. Quality Control procedure also calls for a pre-booth check. Before a car is moved into the spray booth, the painter reviews the repair order and inspects all the bodywork, sanding and masking. This pre-booth check must always be followed to ensure that all problems are corrected before the car is painted.
3. The final check after the car is detailed is the Manager’s Quality Control Inspection. This is to ensure that the car is clean and has been detailed
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 properly. There is no reason for a dirty interior, paint on the tyres or    overspray.
4. The Manager also sees that the shop area is clean and the equipment maintained. This plays a critical role in the quality produced.
5. The Manager should constantly motivate the staff to maintain top performance.
Production
The following Rules of Production are based upon:
1. Manager – Production Line
In order for the Sheen System to work most efficiently, the Manager must check out the production line. It is critical that the Manager develops and maintains a Centre objective.
The best management is by checking the work.
The Manager moves around the shop checking the repairs, sanding, masking, painting and detailing. In doing this the Manager sets the tempo in the shop and becomes aware of every detail. This experience can greatly increase the quality and productivity of any area in the shop.
2. Scheduling
The Manager schedules the work in every slot in the shop. Sheen production procedure calls for a scheduling system whereby the cars that will go through a slot the fastest, go through first. For example, the Manager schedules work in the body shop by moving the cars with the least amount of work into the body shop first.
If the paint line has more than enough cars (more than a day’s production), the manager can schedule in some heavier work instead of the lighter jobs that are available. This schedule formula is used in every slot in the shop.
3. The Proper Focal Point
When we are not repairing or painting, in essence, we are out of business. Therefore, we make everything else happen so that we can continue to repair and paint. An effective way to do this is to ensure there are always at least two cars in front of the spray booth masked and ready to go.
Staff Development
The manager must know how to handle people, how to train, direct and motivate them. The staff will be the principal asset of your Centre and they must work with the manager.


1. Training the Staff
Each staff member’s responsibility is covered at the end of this section. The Manager must train each member to use the correct procedure in their particular area of the shop and must also maintain those proper procedures.

2. Directing the Staff
The Manager should always be directing the staff as to what car to do and how to handle those cars. The manager will post a schedule in both shop and paint line to let staff know what is expected of them.
3. Motivating the Staff
The most powerful motivation technique the manager can use is setting the tempo in the shop. The Manager should always use positive motivators such as praising individuals for good work and building team spirit. Motivation will be discussed in detail in class.
Production Management Schedule
Have at least one car ready to be painted at the end of each day. Special emphasis should be made that Friday is treated the same as any other day in the week.
Always make sure there are sufficient cars in the Centre. In order to properly prepare for the next day, each evening the Manager should:
4.40pm to 5.00pm
1. Make sure that all cars in the proper slot for the morning.
2. Check parts to be fitted.
3. Make sure the Centre is clean.
4. Complete the daily sales / invoicing.
5. Plan the next morning’s schedule using the workshop whiteboard. Inventory Control
The Manager maintains Inventory Control by:
1. Locking the storeroom. The Manager may allow the Foreman to daily draw the key to the storeroom and return it at the end of the day.
2. Passing out materials to all other staff members.
3. Taking a weekly physical inventory.

4. Being aware of the materials used in each department. The Manager should know the amount of plastic filer being used by the panel beaters, the amount of sandpaper, tape, masking paper and paint being used by the painters
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QUALITY PRODUCTION

Managing the production line is quite a challenge. The challenge is to produce the highest quality work at the lowest cost. This will enable your Centre to service the greatest number of people while maintaining maximum productivity of the staff and maximum profit for the Centre.
The ultimate achievement occurs when there are more customers than your Centre can handle.
Sales procedures and production systems are geared to provide optimum flexibility for each Centre. When the Sheen methods are utilised properly, the services produced will be of the highest quality for the least amount of money.
Sheen will provide greater value for each dollar received for each person we serve. We will achieve this objective by utilising the efficient and effective Sheen systems and by servicing a greater segment of the market.
Simply stated:
The better our quality (for a reasonable price), the bigger our market becomes.
As all of these events happen, Sheen becomes more valuable to the public, to the economy and thus more valuable to us.
In order to make all these events happen, the Manager must take an active role in the supervision of the production line. The Manager does this by hiring, training, developing and motivating his staff.
This section reviews the Manager’s responsibilities and the responsibilities of each staff member.
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PROCEDURES
This section of the manual deals with the Management Procedures utilised to efficiently operate a Sheen Centre.
These procedures help organise and coordinate several phases of our business to ensure that nothing is missed in the day to day management of the Centre.
The following procedures are presented in checklist form for easier application in the Centre.
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INSURANCE REPAIRS
In all circumstances, an Estimate should be written in the manner the motor vehicle is going to be repaired.
Each Insurance Company quotes differently – be sure to quote in the direction to win the job. Advise the customer of this, as they will feel they need to disclose their insurance company to get an accurate quote. This will force them to raise a claim, so you can then secure the job.
All vehicles must be repaired as per Estimate.
Any alteration to the repair method must be reported to the insurance company immediately. e.g. Repairing a panel when you have been allowed a new one.
When writing an Estimate for the repairs, you must identify the insurance company that you are writing the Estimate for.
Some insurance companies want Estimates written in hourly rates and others in dollars.
You also have to identify whether the company that you are writing the quotation for will require a group time for a particular section operation.
Some companies will require part numbers on their quotations.
Make sure that the correct parts are priced for the job and if there are second hand or reconditioned parts available and they suit the particular job, use them for cost saving for the insurer.
It is in your interest to be aware of the companies and to write the estimates accordingly.
Insurance company policies are continuously changing.
It is in your interest to be fully aware of all changes, talk to the assessors.
You must be aware at all times throughout a repair; a ‘quality control’ can be done on the repair. Make sure that you are repairing the motor vehicle as per the Estimate.
If items are on report, it is very important to take images to prove the damage.
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It is now common for Past Post Inspections to be done on motor vehicles, make sure you repair the car as per the Estimate.
When an Estimate is written on a motor vehicle that is severely damaged, make sure that you check the motor vehicle is insured for either a market value or sum insured. To be sure it is not a total loss.
When a method of repair is changed, always call, fax, email photos to the assessor to confirm the changes. Keep a copy of the notifications on file.
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PROCEDURES AS PER JOB SHEETS
The following pages include explicit instruction for each of Sheen’s production procedures. They are written from the Manager’s assessed and authorised quotation of each repairable job, which will make it easier for the Manager to train staff properly.
These pages in the job sheet include:
1. Repair procedure
2. Paint procedure
3. Assembly procedure
4. Detailing and Hand Over procedure
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TEN STEP REPAIR PROCEDURE
1. Repair job sheet must be checked and signed at each stage of repair.
2. Car placed in correct slot (flat rack, jig bench, crush).
3. Remove only necessary parts making sure wire clips and screws are taped or labelled in snap lock bags and placed in a box with the bay number on it.
4. Make sure the car is sealed as much as possible to stop the dust.
5. Disconnect the battery if necessary.
6. Keep the repair site as local as possible.
7. Make sure the edges of other panels are protected, e.g. taped up to stop scratches.
8. Make sure all pulling points on car are correct and will not damage suspension.
9. Make sure the repairs are finished with 80 F.C. paper.
10. Make sure you recheck the repair order and then hand the car over to the painter.
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SIXTEEN STEP PAINT PROCEDURE
1. Make sure you read the repair job sheet and make sure you feel the panels
to check they are okay.
2. Mask up the car in detail (no overspray).
3. Feather out repairs with 240.
4. Etch prime bare metal.
5. High fill repairs.
6. Guide coat repairs.
7. Block high fill 240.
8. Guide coat repairs (repeat).
9. 320 Dyna brade
10. Guide coat repairs (repeat).
11. 400 Dyna brade – Solid.
12. 800 Wet rub – Clear overbase.
13. Clean dry and remask area.
14. Mix and match body colour.
15. Paint area.
16. Demask and clean overspray.
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TEN STEP ASSEMBLY PROCEDURE
1. Make sure you read the repair job sheet.
2. Place the car in a slot that you can walk around and open doors without damaging the car further.
3. Place all parts neatly and in order on the ground (on a piece of carpet to prevent scratches).
4. Make sure you have all the parts needed.
5. Place parts on car, making sure the fits are correct.
6. Make sure the battery is fully charged.
7. Check that mechanical repairs have been done. e.g. F.E.A., Re-gas air-conditioner.
8. Check lights, oil level, water wiper pack, washer nozzle and that the heater has no air blocks.
9. Have the car road tested.
10. Re-check repair order that all is done.
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TEN STEP DETAILING AND HAND OVER PROCEDURE
1. Make sure the repair job sheet is checked. Additional service e.g. apertures clean, no rub down water marks on sill panels, etc.
2. Run engines and turn heater and air-conditioner on open air vent and fan on high to clear and clean dust.
3. Vacuum and dust inside car, clean windows and ashtrays.
4. Wash and dry the outside, making sure the jams and engine bay are clean and free of dust.
5. Polish the car, if necessary, and pencil touch chips.
6. Check for over spray and any masking tape that has been left on.
7. Set heater or air-conditioner, radio, clock and seat, if possible.
8. Park the car with nose facing out and wheels square with the vehicle.
9. Check the car with the Manager and fit brochure, chocolates or flowers, etc on the front passenger seat.
10. The Manager is to hand over the car after collecting excess (if applicable).
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END OF DAY
Maintenance and Close Procedures
1. Drain all Air Lines and roll up hoses.
2. Shut down Air Compressor.
3. Turn off Gases (Oxy).
4. Clean work office, lunch rooms and toilet areas.
5. Empty all bins.
6. Lock up dump masters.
7. Lock up tools.
8. Collect unused materials.
9. Check all cars are put away, locked and batteries disconnected.
10. Check only correct lights and signs are on and that the hot water jug is turned off
11. Switch on alarm.
12. Divert phones.
13. Shut down computers back up as necessary, and make sure the air-conditioner is turned off.
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DAILY MAINTENANCE
1. Check your phones fax, and emails.
2. Check compressor oil level.
3. Fire extinguisher in place and full.
4. Guns and pots clean.
5. Paint mixing scales and bench clean.
6. Check your oil and gas levels.
7. Check gardens and grounds.
8. Check there is not excess thinners or petrol sitting around.
9. Check air lines for leaks.
10. Check tools.
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WEEKLY EQUIPMENT MAINTENANCE
1. Hoist oiled and checked.
2. Flat rack and pot nuts are tight.
3. Jacks and porto not leaking.
4. Extension leads (no cuts).
5. Hand tools (rubber and seals not cut).
6. Inspect booth door filters.
7. Inspect booth leaks.
8. Clean booth door and filters.
9. Check compressor belts.
10. First aid kit full.
11. Computers maintained.
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TRADE
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TRADE ACCOUNTS PROGRAMME
Trade accounts have proven to be not only profitable but also an absolute necessity in the efficient operation of a Sheen Centre. The franchisee must develop a continuous trade account business to stabilise paint and body production during ‘off’ periods of business, if and when they should occur. There should always be a ‘tap’ source from which and additional ten or fifteen cars can be secured when needed. This makes a more stable operation and allows the franchise owner to maintain the size and quality workforce needed to perform to Sheen’s standards.
The key to the success of a good trade account programme is our ability to hire, train and manage a good Assistance Manager. The Hiring Section of this manual explains proper screening and selection of an Assistant Manager and this chapter will teach you how to meet your trade account needs.
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TRAINING THE ASSISTANT MANAGER
The Assistant Manager must be trained in Sheen sales and follow-up procedures, use of the Sheen Operational Manual, estimating and proper Estimate write-up for trade accounts.
Sales Procedure
Of course, this is the most important part of the Assistant Manager’s training, who must learn both of the following sales presentations and the use of them on each sales call. Each one is a brief information presentation with a strong close sequence that can generate a high retention percentage if used
effectively.
Trade Account Dealership Presentation
“Good	!, I’m	from Sheen Panel Service.
We are statewide quality Panel Beating specialists and we’re located at .”
If the dealer can’t see you now, make a specific appointment.
“Basically, we can do a quality job for you at a reasonable cost and get your cars back to you fast”.
“In most cases we have a one day service for paint. Two days for bodywork with paint. If more bodywork than that is required we may need additional time. Do you have anything that we can do for you to show the quality work we do?”
If the dealer says ‘no’, then say to the dealer:
“I saw a car out there, I’d like to show it to you and give you a sample estimate, okay?”
Take the dealer to the car and review the Estimate, then say:
“Would you like me to pick it up this Saturday afternoon or would Monday morning be better? I will have it for you Wednesday.”
“I can take the car now and I can have it back for you by 	.
Do you have the keys in the car or back in the office?”
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FLEET ACCOUNT PROGRAMME
Another excellent source of business comes from Fleet Accounts. Any business operating several company vehicles is a potential Fleet Account.
Sheen’s Fleet Account Programme offers many services to our customers:
· Free estimates
· Quality Panel & Paint Service
· Reasonable Prices
· Priority schedule to reduce downtime
· Loan cars
A strong Fleet Programme requires hours of telephoning each day. The recommended 5-10 calls per day will yield a number of cars and business referrals.
You should start by contacting local corporations to introduce yourself. Then begin with the ‘As’ of the Yellow Pages Directory and call any business with multiple vehicles, e.g. Accounting Supplies, Air Cargo services, etc.
Your initial phone call is critical. Its purpose is to set up an appointment with the Fleet Manager, so always end the call with a question regarding your appointment time.
“Hello, my name is _________, from Sheen Panel Service. May I speak to the person in charge of the care and maintenance of your vehicles please?”
(It is important to press for the person who can make the decision.) Then:
“Hello, Mr/Mrs/Miss/Ms _________, I’m	from Sheen Panel
Service here in	. I’d appreciate a few minutes of your time
to discuss how we may be of service to you here on a local level.”
You have caught his/her attention, interest and desire to talk to you, so go right into your close on appointment time:
“Would Wednesday of this week be convenient for you?”
A call to a local business would be different. You would need a little more introduction. Again, it is important for you to speak to the person who can make a decision on maintenance of the company vehicles.
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HIRING
Much of the success of any business depends on the ability of management to attract, develop and keep good employees.
It is vital that a Sheen Centre have an excellent staff.
This section of the manual deals with attracting, screening, selecting and hiring the right people who will help a Sheen Centre become successful.
When the initial Staff is hired, we cannot be lulled into complacency, thinking this will be our only staff. There will be an initial turnover of the staff. This is inevitable. Frustrating though it may be, this is the nature of our business. Realising this, we always keep a back-up file on every position.
Our management responsibility is to check this file at least every three months and ensure that we have current applications.
General Rules to Follow
1. Never turn down a skilled person. Take their application and advise that you will call if you have an opening.
2. NEVER STOP RECRUITING!
The first step in recruiting is generating employment leads. The easiest and most efficient method is through employment advertisements. There are times, however, when we do more than advertise to attract good people.
Management does that which is necessary to ensure the success of the Centre. If advertising does not produce good applicants for a position we have to use other means, such as:
· Talk to an Insurance Assessor about your needs.
· Talk to your suppliers about your needs.
· Government employment agency offices could give you leads.
         Be alert always and you may find a good employee.
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GENERAL HIRING PROCEDURES
As the advertising brings responses, many applicants will call for information concerning a particular job. If the telephone calls are not handled properly we can lose people before we interview them or waste our time talking with people who do not qualify for the job.
Our basic reason for screening by phone is to ask questions to see if applicants qualify for an interview.
The following suggestions will be helpful:
1. Do not sell the job by phone.
2. Do not mention pay structure.
3. Do not discuss hours or specifics of job.
Have the qualified applicant come in for an interview. Screening for an Assistant Manager
We are looking for an experienced person with trade experience who would like to earn	.
Requirements are as follows:
1. Must be aggressive and willing to work hard.
2. Must have experience in selling. and dealing with the public.
Find out how long the applicant was in sales. Do not continue asking questions. If interested, ask the applicant to come in for an interview.
Screening for Panel Beaters
Introduce yourself to the applicant – get his/her name and telephone number. Ask the following questions:
1. How long have you been doing Panel Beating?
2. Do you have you own tools?
If you are interested, say:
	“Mr/Mrs/Miss/Ms	, would it be convenient for you to
come in today or would tomorrow morning be better?”
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Screening for Spray Painters
Introduce yourself and get the applicant’s name and telephone number. Ask how long he/she has been a spray painter? If interested tell him/her:
“I have time available to see you at	or	. Which would be
better for you?”
General Rules of Interviewing
Each job requirement has a different set of questions. They can be found further on in this chapter. When interviewing, ask questions that relate to the application, such as:
1. Jobs held
2. Work history
3. Work habits
4. Salary
5. Reason for leaving A Good Rule to Follow:
When the applicant’s response leads to another question, ask it. You may find out some information pertinent to the job. Do not rush the interview. This gives you a chance to interact with the applicant. You get to know him/her better and see their reaction to your questions.
After you have questioned him/her explain the job, the responsibilities, hours, etc. This can eliminate many problems after hiring.
Review the Following Topics with the Applicant
1. Responsibilities of the job.
2. Hours
· Monday to Friday: 7.00am to 6.00pm
· Saturday: 8.00am to 12.00pm
3. Breaks – there is a ten minute break in the morning, time for breaks will be scheduled at discretion of the Manager.
4. Lunch – 1.00pm to 1.30pm (Staff only).
5. Dependability – we MUST be able to count on our people.
When a person doesn’t show for work, WE LOSE CARS. When an employee is going to be late or legitimately needs time off, HE/SHE MUST CALL IN BEFORE 8.00am.
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REFERENCE CHECKING
Reference checking is the most important step in hiring. This is the factor that can tell us about the applicant’s past job performance. The application can be used for a reference check. The following procedures should be used with each applicant.
Reference Checking Procedures
“Hello Mr/Mrs/Miss/Ms	, my name is	, from Sheen
Panel Service. I interviewed	for a position with our 
company and he/she told me that he/she had worked for you. Would you please answer some questions about him/her?
1. What were the approximate dates of employment?
2. What did he/she do for you?
3. How well did he/she perform?
4. How was his/her attendance record?
5. Why did he/she leave?
6. What was he/she earning when he/she left?
7. Would you re-hire him/her?
8. We are going to hire him/her. Is there anything we should be aware of ? ”
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RECRUITING FOR AN ASSISTANT MANAGER
METHOD:
Plane an advertisement in the newspaper. If results are not satisfactory follow our hiring procedure.
The Assistant Manager will handle Trade, Fleet, and Insurance work, as well as writing Retail Estimates. The applicant should be personable, have a good appearance and have a sales ability.
Technical experience necessary.
Requirements
1. Good appearance.
2. Have trades experience.
3. A person looking for management career opportunity.
4. Should work well with people.
Responsibilities of Assistant Manager
1. He/she will work with Trade, Fleet, Insurance and Retail customers.
2. Be the assistant to the Manager.
3. Work in all areas of the Centre.
4. Develop a good staff and get the work out. This will help our Sheen Centre be a success.
5. Handle inventory of materials.
6. Remain at the Centre until closing meeting with Manager.
After interviewing the applicant, if you’re impressed tell him/her you will call and let him/her know.
Never hire on the first interview!
After the interview, we use the application to make a reference check with previous employers. We can compare all applicants using material from our interviews and reference checking.
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In making our decision, the reference check takes precedence over everything else. If should be used as a confirmation of your feelings from the interview.
Consider all factors of the interview and reference check in selecting the right person for the job.
Call the applicant you have chosen to come in for a hiring interview. Hiring Interview Questions
1. Do you want the job?
2. Again review working conditions, hours, responsibilities, etc.
3. Set date and time to begin.
4. Give material to study (sales information).
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HIRING GUIDELINES FOR A PANEL TECHNICIAN
Experience
1. Five years or more
2. Must have a full set of tools
3. Check references
Pay Plan
A pay plan of $	per week including superannuation, public holidays and
annual leave. When this method is properly presented and explained, most Panel Technicians will agree to it. Sometimes in order to get a person we want, it is necessary to offer a little more than this as an incentive.
Responsibilities of Panel Technician
1. Keep the paint shop supplied with cars.
2. Panel Technicians are expected to finish their own work.
Questions and answers
Would you like to make $	a year? It can be done.
1. Q: How long have you worked as a panel technician?
A: Varies- should be several years.
2. Q: How did you get your training? A: Varies- apprenticeship, trade school, etc
3. Q: Describe the most difficult body job you have done?
A: Depends on experience (this is a knowledge testing question).
4. Q: Have you done any jig work? A: Some jig work experience is preferable.
5. Q: Do you have your own tools?
A: Yes, all panel technicians have their own tools. How much are they worth?
6. Q: How much are you presently being paid?
A: Individual answer.
7. Q: Why are you thinking of making a change?
A: Individual answer.
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8. Q: May I call your former employer?
A: Individual answer.
9. Q: Will you work overtime if necessary? A: Individual answer. 10.Q: When will you be available?
A: Individual answer.
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HIRING GUIDELINES FOR A PAINT TECHNICIAN
Experience
· Five years or more
· Check references
· He/she will help in paint shops if necessary Pay Plan
A pay plan of $	per week inc superannuation, public holidays and
annual leave. When this method is properly presented and explained, most Panel Technicians will agree to it. Sometimes in order to get a person we want, it is necessary to offer a little more than this as an incentive.
Hours
8.00am to 4.30pm
Responsibilities
· Painting and colour matching those cars the staff prepared
· Maintaining equipment.
Questions and answers
1. Q: Have you sprayed in a baking oven? How long, and in what type of booth?
A: Yes, other two parts of question will vary.
2. Q: What type of paint have you mostly used?
A: Ideally, the applicant has sprayed 2 Pak enamel and lacquer, but heavy experience using any of these materials should qualify if adaptable.
3. Q: Have you had your eyes tested for colour?
A: No.
Q: “Are you willing to have that done?”
4. Q: Have you ever worked in a wish volume production type shop? A: Depends on experience.
5. Q: What paint additives are you familiar with?
A: Retarder, fish eye, etc. (Knowledge testing question).
6. Q: How good is your colour matching?
A: Good.
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7. Q: How much are you currently being paid?
A: Individual answer.
8. Q: Why are you thinking of making a change? A: Individual answer – discuss this.
9. Q: May I call your former employer?
A: Individual answer.
10.Q: Will you work overtime if necessary?
A: Individual answer.
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STAFF APPLICATION
Date:	/	/20____
Application forL1: Panel Technician El Paint Technician El Other El
Please use back of application form to elaborate on any of your answers.
Name:	
Address: 	
	Post code:	
How long at this address	
Phone:	
Date of Birth: 	/	/____ Marital Status: 	No of children 
Have you ever been convicted of a felony? No / Yes
If yes, please explain	
Schooling:	High School / Trade School, etc: 	
Years / Level completed: 	
Other educational qualifications: 	
Are you presently working? Yes / No
Name of present or last employer: 	
Address: 	Phone No: 	
Length of employment:	Gross earnings: 	
What were your duties: 	
Reasons for leaving: 	
Previous employment Record – List most recent employer first: 
Employer: 	Address: 	
	Phone No:	 
List of duties:
Earnings per hour: 	Length of employment:
Reason for leaving: 	
1. Employer: 	Address: 	
	Phone No:	
List of duties:
Earnings per hour: 	Length of employment:
Reason for leaving: 	
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Note: If above employment record totals less than three years, please give additional employment information on reverse side of application.
May we call your present or previous employers for references? Yes / No 
Why do you want to work for Sheen?	__________________________________________________________
What equipment have you used?	
Do you have your own hand tools? Yes / No
Air tools: Yes / No If yes, please list: 	
How much would you estimate your tools are worth? 
Do you prefer heavy or light bodywork?	
List three personal references – do not include family members.
1. Name:	Phone No:	
Address: 	
2. Name:	Phone No:	
Address: 	
3. Name:	Phone No:	 
Address:
Please check that you have answered all questions.
For interviewer’s use only Comments:
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INVENTORY – MINIMUM STOCK PAINT/PARTS
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INVENTORY PROCEDURES
Use of Supplies
The stockroom is off limits to all except the staff Manager or foreman. All supplies are to be given to the staff at the beginning of each day. The sanders are expected to properly and completely use each piece of sandpaper. All used sandpaper will be removed from sander after use.
House Keeping
Each employee is responsible for keeping his/her area clean. At the end of every day, the rubbish is to be dumped into bins. When wiper rags are completely used, they are to be placed in the rubbish bin. All areas are to be cleaned at the end of the day and air hoses are to be rolled up.
A clean shop turns out clean work
Traffic Flow
All cars are to be moved to the next area when the work is completed. The panel beater moves it to the paint area.
The shop must not be overcrowded. When the car is detailed it should be removed from the shop unless it is raining.
Staff Presentation
1. Sheen uniform is always worn.
2. Sheen belt, black socks, black shoes, black pants, polo shirt or Sheen shirt.
3. Clean shaven every day.
4. No facial piercing.
5. Uniforms are supplied by Sheen and are to be kept clean at all times
6. If you are a smoker, please maintain good personal hygiene, as you are expected to meet and greet customers.
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Security and Care of Tools and Equipment

All tools and equipment to be worked with are to be handled with tender loving care. If tools are lost or stolen by a staff member, the cost of new tools will be deducted from their pay.
When not being used, screwdrivers and sockets sets are to be placed on the work bench and not in clothing pockets.
Everyone must understand the seriousness of removing anything from a customer’s car. Removing items from a car is a punishable crime. The nuts and bolts, blades and emblems are to be as carefully handled as your tools and equipment.
 All hoses must be pulled out of the way before the car in or out of the bays. 
The tools must be checked in and out every day with the Owner/Manager.
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FORMS



FORMS ( forms can be accessed via Sheen Intranet and Vacc website)
Customer Details Form
Job Card – Grey or Yellow - for all other insurers
Job Card – Blue - for all preferred insurers
Job Book
Clearance Certificate (DNS Generated)
Vehicle Pick up Notification Form Excess Paid (via EFT) Form Total Loss Notification Form Rectification Form
New Employee Information Sheet Tax File number declaration Choosing a super fund
Worker's Injury Claim Form Employer Injury Claim Form Warning Advice
Annual Leave Application Form Petty Cash Form
Internal dispute resolution form
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LOAN CARS
All Loan Cars are White (non-pearl)

[image: C:\Users\Sheen Panel Service\Desktop\Camey\{EC14E001-04D2-4DD7-A44A-78DE89370BA3}.jpg]


COMPANY CARS
All Company Vehicles are White (non-pearl)
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LOAN CAR PROCEDURE
The following procedures must be followed when loaning cars to customers:
· Current loan car agreement must be used.
· Verbally explain the excess in Terms and Conditions to your customer, don’t just let them sign the form.
· All cars to have at least a 1/4 tank of fuel and be clean vacuumed and washed before being signed out.
· Explain to your client that the vehicle has been supplied by us, not their insurance company, and in return ask them to:
“Please return the vehicle clean and with the same amount of fuel as when you received it”.
· Under no circumstances give a car out without a photocopy of a credit card front and back and the customer’s driver’s license.
· Vehicle condition reports are to be completed with the customer on pickup and return of the loan car. Walk around the vehicle with the customer and mark out any damage on the Loan Car Condition Report form (see Loan Car Condition Report form).
· Completed Loan Car forms are to be kept in the Loan Car ring binder under each registration number. This allows easy access to each form for statutory declarations. All infringements go back to the customer.
· All vehicles to be sign written with the same way - Sheen standard.
· Car seat covers, floor mats, and sign writing provided by (see form).
· Loan Car whiteboard is to be used to visually monitor bookings and movements of the Loan Car fleet.
· Any damage to the Loan Car that is under excess is to be repaired at the customer’s expense.
· It is a priority to repair Loan Car damage straight away. Loan Cars are a moving billboard for Sheen Panels and an important part of our corporate image.















Date:
Loan/Hire Car Driver Details
Name _____________________________   Phone (B):                                        DOB:   _____________
Address ___________________________           Phone (P):
Postcode _______                                                     Phone (M):       
				                     Licence Number: ______________
                                                                               Expiry: ______________________
					      State: _______________________							
Loan/hire car details		                     Excess:      
Registration:				      Odometer	
Make:                                                                   Fuel Level:                                         
Model:

               Issued Time:
               Expected Return:


					
Pre-Existing Damage to Loan/Hire                                        Please indicate area/s of damage to vehicle     

              										                                                                            [image: ]
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Date
Terms and Conditions


Terms and Conditions


I agree to the following conditions:


1. To return the vehicle to the Company on the arranged day and time, or a penalty of $50 per day will apply.
2. To return the vehicle in the same condition as collected, being: clean, tidy and with a full tank of fuel. I agree that any cost for detailing or fuel will be charged to the credit card supplied.
3. To replace, repair or make good any damage caused to the vehicle whilst loaned to me.
4. Should the vehicle be damaged in any manner during the period it is on Ioan and llW e have a current insurance policy (fully comprehensive or third party fire and theft) on our own vehicle - I/We agree to contact our Insurance Company to lodge a claim for the damage caused to the vehicle and for any third party damage caused by the vehicle.
5. Should the vehicle be damaged in any manner during the period it is on Ioan and sue h damage resulted in an insurance claim on the Company's Insurance Policy, I/We agree to pay any excess required under the Company's as shown above .
6. If the cost of repairs does not exceed the excess amount. and therefore is not an insurance claim, I/We understand to pay the actual costs of repairs to the Company.
7. Should the vehicle be damaged in any manner during the period it is on loan, I/We agree that the Company will hold my/our vehicle until excess or cost of repairs has been fully paid.
8. Not to use the vehicle outside the Metropolitan area unless otherwise approved by the Company in writing.
9. To exercise alI reasonable care in the operation and care of the  vehicle .
1O.    To indemnify the Company against alI claims and demands of injury, damage or Ioss arising out of the use of the vehicle and whether in respect of death or injury to person or damage to property, and to further indemnify the comp any against all costs resulting from any breach of the Road Traffic Act 1958, Motor Regulations Act and/or Municipal Authorities.
11. Should the Company be notified that the vehicle has/is being used in a dangerous manner, I/We agree that we may be reported to the relevant authorities.
12. No smoking' is permitted in the vehicle: related costs for detailing wiII be charged to the credit card supplied.
13. 'No animals' are permitted in the vehicle: related costs for detailing will be charged to the credit card supplied.
14. All toll trips on Eastlink or Citylink must be pre-organised and paid for in advance or within three days of travel. If you already have an e-tag you must advise the issuing body of the different registration whilst you have possess ion of the Ioan vehicle . If any non-payment invoices arrive at the Company, a $1O processing fee per invoice will apply to nominate the correct driver: related costs for administration
wiII be charged to the credit card supplied.






CREDIT CARD_____________________________________ EXPIRY DATE --------




SIGNATURE _____________________________________________

SIGNATURE:	Date:
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LOAN CAR CONDITION REPORT

	LOAN CAR CONDITION REPORT 
THIS MUST BE COMPLETED BEFORE DEPARTURE

	DATE:

	LOAN CAR MAKE:

	LOAN CAR MODEL:

	LOAN CAR REG NO.:

	

	PLEASE INSPECT THE LOAN CAR AND NOTE ALL EXISTING DAMAGE 
AND MARKS ON THE CAR PRIOR TO DEPARTURE

	NAME OF DRIVER:

	SIGNATURE OF DRIVER:

	

	[image: ]
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ADVERTISING – AS PER FRANCHISE AGREEMENT



TABLE OF CONTENTS
Signwriting 	67
Printing 	68
Buildings – Exterior	70
Buildings – Interior	71
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SIGN WRITING
Colours:	Black
  
                       Dulux Bold Yellow Base High Gloss Enamel in 4L mix (Code:  G8LL64)
                       
                       Burgundy – Indian Red
			


                                 [image: C:\Users\Sheen Panel Service\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.Word\{4D19C403-5689-4A27-8986-49348CB0E661}.jpg]
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PRINTING
Printing to be done with Sheen Logo (see copy below)
Colours:	 Yellow	PMS 123
Burgundy	PMS 195


[image: C:\Users\USER5\Documents\Sheen Logos\Sheen Group copy.jpg]   





                


     SHEEN


[image: ]
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Colours:           Walls.	
                        Wattyl Straight White (Code: 250 30100)

                   Roller Doors
Dulux Bold Yellow Base High Gloss Enamel in 4L mix (Code:     G8LL64)

Window Trims.
Solver Indian Red-Burgundy Gloss Enamel




[image: C:\Users\Sheen Panel Service\AppData\Local\Microsoft\Windows\Temporary Internet Files\Content.IE5\OJMZKAT5\{D5BEF532-090E-4720-946C-C08924AF31E0}.jpg]

	BUILDINGS – Exterior
	BUILDINGS – INTERIOR
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  Walls:                   Gloss White
  Lower Walls:          Solver Indian Red Low Gloss Sheen Acrylic 	

  Offices: 
 
 Yellow:	Dulux G17LL131 Bold Yellow Low Sheen Acrylic in 10 Litre Mix
 Burgundy:      Solver Indian Red Low Gloss Sheen Acrylic

[image: http://www.sheengroup.com.au/images/reception.jpg]
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