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It seems you can’t wumon
the television today without coming
across a new “USL" show.

We now have CSI Las Vegas, GSI
Miaamni, CSTJAG, and we'll soon be able
to veg out in front of CST New York.

In the same mould are other investiga-
tive shows like Crossing Jordan, Law &
Ovddew, Lenae & Oveler SV, and Lawe &
Cheder 1

| like these programs because they
illustrate a point that [ learned many
years ago as an automotive technician:
sophisticated investigation requires keen
diagnostic skills and access to all of the
relevant faers.

These shows challenge viewers
because investigations follow more than
one path. If you're going to get to the
solution, you have to be on vour toes,
You have to review the [acts several
times over and follow up on every new
[acl. Along the way, there are red her-
rings, dead ends, and leaps of logic,

Sound familiar? Automofive techni-
cians face that evervday, especially the
dizgnostic specialists among us. When a
problem vehicle 1s brought info a service
conter it's in for one of two reasons;
there’s either o maintenance issue or 4
performance issue. The latter 1s the more
challenging to a technician, as he will
need all the relevant facts to properly
dingnose a problem and eflect the neces
Sary repairs.

Back in the mid-70s, a customer came
into our shop with an engine perform-
ance problem. The technician assigned ta
the repair order completed his work, test
drove the vehicle, and returned it to the
customer. A few days later, the customer
returned, complaining that the perform-
ance problem had returned. The techni-
cian rechecked his work, made a few
minor adjustments, test drove the vehicle
again, and refturned it to the customer,
Well, you guessed it, a fow days later the
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Ever felt like you were the lead character in

your own investigative television series?

By Richard Goulet

customer reappeared with the same
problem.

It was customary in our shop that on a
second comeback, a different technician
would tackle the problem. And this time
[ was the lucky one.

As in the C8I television programs, 1
started by reviewing all the faets, The
vithicle had originally come in for a lune-
up with requests to check and replace fil-
ters as Neeessary.

Today's forensic cop
shows illustrate what
automotive technicians
already know:
investigation requires
keen diagnostic skills
and access to all the facts

The spark plugs, points and condens-
er, air and fuel filters, distributor cap and
rotor, and ignition wires were all
replaced. Compression was cheeked, and
timing was adjusted. When it returned,
less than a week later, there was a specif-
i complaint of hesitation, Point dwell
and timung were readjusted. When it
returned, there was still a complaint of
hestitation.

Not much to go on, really, so | spoke
to the service advisor to review his con-
versarions with the customer on the orig
inal repair and the comeback repair
orders. lle did not highlight anything
more than what was in the repair order
write ups, so [ contacteéd the customer
for his version of the repair request, His
version was somewhat different. He said
he'd come in complaining of a hesitation
when he was altempting 1o pass a vehl-
cle on the highway, Clearly the [irst tech-
nician who was told simply that the vehi-
cle needed a tune-up wis never even

aware of the original problem. In this
case, the service writer had simply sug-
gested that most of these problems were
corrected by having a tune-up done, and
that's how he wrote up the order

[ was able to approach the problem
with a resh set of facts. | ook the vehi-
¢le for a test drve on the highway (o ver-
iy the hesitation, and then proceeded to
test the mechanical fuel pump for pres
sure. As [ suspected, the fuel pump was
nod able Lo maintain pressure, Once |
replaced the pump the hesitation prob-
lem disappeared.

A technician’s diagnosis is greatly
compromised if he doesn't get all the
necessary information up front

In this case, the first technician did
his job as he was directed on the original
repair order. The glitch was that the sorv-
ice writer had pre-dingnosed the prob-
lem, suggested a solution and left out a
key piece of information: hesitation at
high speeds. As a result, the customer
wis required Lo come back on two sepa-
rale oecasions o have the vehicle prop-
erly repaired.

In today's automotive repair industry
there has been a Lrend (o move the tech-
nician away from the customer in the
mistaken assumption that this will
enhance productivity. In fact, it can lead
lo problems because the technician is
deprived of perhaps the best source of
facts,

It would be like a crime scene investi-
gator not being able to question all the
witnesses to the erime.

A diagnostic repair fechnician and a
crime seene investigator share many skill
sets. And for both of them to do their
jobs, they need access to the best facts
available, o

Richand Goulet s worked in many
Jacets of the vepoiv and service induslvy

Sor move than 30 years,
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