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DIFFINITION

Th- tormm »aftoresale sory oo 1o silf=doefining, nd cloarly locates - chivonolegiead ly
sp-aking - the retion and eetivities 1t rofors to with o 2ot te the othey moer

wmpertant serviecs of tne onterprisc such os mustfocturing, productien and - ven sole s,

JUSTIFICATION /ND GOALS

The campl.xity of machir~ tcols, which is constantly incr. using owing priacrily
to the tremendous d.vclopment and inecluctsble ascendancy of  eutemation, 1nereasingly
makes necessary & great deal of maintononce sovvic. activity, and cbhove all a

reserveir of skills which cnterprises now owe it to thamselves to POBRCBE O agyulr.,

Considering the substenticl und sometimes very high cest of some mackines and,
copsequuntly, their hourly operating cost, it is perfectly understandabl. thet thero
should be a concern for and an endcavour to achicve meximum operating time, somcthing
which cennot be done or even cnvisuged without e strict - let us say vven joaloup -
limitation of unproductive time for work on equipment or its repadr or convergion.

»

It i8 very obvi us that the n';anufacturer of thc machine is really in the best
position to asswnc this obligation cntirely or at lcast to assist as much as poseible
in it, on the one hand owing to his full knowledge of the oguipment involved, bheing
its "father" and, on the other to the fact that he may have in his posscssion any part,
samponcnt or acccssory indispenseble for making a repnir or mecting o request for
sdditional equipment. Wc might cven ~dd that, in a casc whore the part is not uynilable
owing, for examplc, to thc obsolutencse of the mechine, it 1s of coursc from the
manufecturer that th: user should still be able to obtuin the technical information
required to rcpair hie machine or put it back into operating condition.

Although the law doce not compel thc manufacturer, aftor the guarantce period
has pasacd, to heve or supply sparc parts, but only to kecp the technical specificetions
of those perts in his files for a period of ten years, it is & fact - perhaps of
recent date, bu! now widesprcad - that the major machince tool menufacturcrs have

become aware of this moral obligation in comncxion with afteresale servicc.
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L vl W 0 T caaront o g v b0 th o pnese il wldtip ticaty of 1 chnigu e
a1 o th ctorstion o m o chan too ke nd o loo to b gy jaredn oo o1 cbheone of

roo 11y wedilbe odowoaptor o wWopkeope How cocdd thoy o) St touRtt e th
poturs o b tocnmr 1 Lroncoh coor Lor= o tewe b e e, Wydroudie, oo ctrene,
Aoy = at e Teneer t i watkin the (ol of L sinedl merdonae, whos: compot.onc.

hed, how. v 1, sufiio d p te that tap tea m int in preduct ton quipment which #ae ofton

cvon hielly sophietiomt 1, bt 1w Lle d oo tragitioneod @ chinies,

Thus thor ppo 10y Foror am th jiarne oftio s of o maafecturere, nort i
thoeir d monats tion sorvie o, rpd fanally an thear L o-zoler gorvices, & now type
of technict w troaned an the v cad paafold discaplin s of uwlemotion. It is ao
tri that, with ¢og wb te &ochane toele, 1t 16 ne longes possivl. to d19s0ciet ¢ the
compen-nte, docling with then ¢ poret 1y, e order te Lo 11 to Judgs thuir ndividueal
apuPriion.

EXMPLE OF THE FST.BLLS

" OF u¥ APTERedAlE SERVICE

e erd .y o oone. Lo bettoy upseret ﬁmg of th organiTation and aperstion of an
aftoresid. goavie | W thought ot cdviell. e 1o f p 0o - Fertreularly sucecseful
wxolpl . of Roarly top o ooreY ctemting i the Burepoon aoohine teel tadustry.

HES, - Fronch corpay, o the Lodime Furoposn sepuf cturor of mechine tools, ie

in 1t proept fem th comelt of th moareor an s wnlor the “pensorship of the
Schn 1d. 1 gréup of wovorcl owtorprie o wkich wor mor. oF lepe xolueivoly machine
tool mipulscturore with © comtisy of P boBinS them,

HES hea bt amdust el ot blisae pts doc t d ot Veliay neor P wrig, Chelot
(Marn 1 Lodr. ), Lies vr (Crdvdos), Momtx rem (Cot. 4%0r), Mouline (Allicr),
Boapt=Dinic moar Porie, dninteltigmn (Lot ) ad Mobue our Yovre (Cher). They have
&ototad roetad v of mer thoen M0C.00 0T sd cmpley noorly 4,000 persons. In ito

vovon foeteriia, BB &l a0 om ciraa by virned rong of maehine toolm operoving
by oteck romowrl. Thoo HE o sy Btiw oo stomet o mesoeproduced mechinos

cr spert ) bopgowns o oA R




For scveral yoore, the compary'c canusl preduction hi-g xeo.d. d 3,000 meciiin, 1.
In 1471, for .xample, 1t produccd 1,300 meckince ond hed » turnov: 1, boefor toxes,
of 240 million france.

Thesce rosults mok. HES the most unportant Burop.un ~aborprisc in ite ficld snd

place it an the front ronks of this branch of industry throughout the world.

e¢nt of the HES aftcresaloe scrvice

Wher it was sut up in 1962, HES hed nc centrelized aftcr-sale service. At the
ruqucst of the commerci»l scrvicu, which wes the only body with customcr contact, .ach
plant wos madc rosponsible in its own speeiality for menulecturing, supplying ond
delivering sperc pirte, both for machinery boing menufrctured and for old models of

mechinery no longor being produccd.

With this systum, it is casy to imegine, first of all the extromcly long periods
of timc required to fill orders owing primarily tc o deluge of orders transmittod to
the frotories, and then the incredible compluxity of iccounting oporcotions for invoicing
or charging depending on the cgc of the mechine, for which the information had to be
scnt from the plant to the commercicl scrvicc, ond lestly the inconvenicnce and many
disturbenccs in tho factorics, which were poorly orgonized to take carc of retail
consigmmonts ond above ©ll werc reluctont to undertake, omong other things, to rosumc
mopufecture of very smell rune of sparc perts for obsolcte modcls of macl;inery.

In view of the operation which 1uft so much to be dusired and wos in addition
running a dcoficit, and also =lerted by meny complaints, which greetly threatoned to
prcjudice the groving reputation of the nzw company 'nd, lastly, desiring to frec the
factorics of all constrcints eo as to nsk them te tike o full part in the compony's
expansion driv., thc Goeneral Directorate et the time decided to cstoblish cn ont irely -
sutonomous aftur-selc scervice pleced, however, under the dircet supervision of the
 commcreial manigement end eccommoditoed cntircly in its ostoblishment at Saint-Donis,
~ the curremt manufoacturce of which were then distributced among the other factorics.

- Estcblishaent end inetcllcotior of tic firet aft.r-salc scrvicc
Under the impetus oroated by o Dircctoratc which wee particulerly active and

senditive to customer necds, the scrvice w:s quickly cstrblished by a broad concolidaotion
. in the Saint-Denis esicliishment. of 2ll the monpower =nd cyuipment which izd hithorto

- been scatterad in both the commurcizl serviee snd the factorios.
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Fornding the ot Llishmont of st o) woach woll B ow.aoovgsod farther cn, wut which
wWoro ostoetd b by o out bt s ot it pooigs iy we voontirely on
technie b 5oceonn 01 srdy cp o a0 oy ey of pokmment o nwovy thet vory foct
~El quickl, snd comp.tontly Lo adontifs roou cte cope rntigs o mveon typ of wmochin,

which oftin cvin d 4. Leck coveral o o~d o,

The same wre tru. for ~11 the oth. g storege, shapping ~nd billung op.rotions,
which wor. crodunlly boalt up Ly n <xper:onced personnel | which wee unfortunatcly toco
smnll ot tho b oginning rnd, ~bove :11, did not hav. cdogurte fecilitioe auited 1o

thes, noctiviticg.

Onc: this sturting np period wes past, cach scetion wes ~ble to reinforee it s
pereitnel ond equip itsclf, =t first with rodimenteyy focilitaves, thoen with more
scphisticatud oncs, ewentuclly - but only after four yeors of oporrtion - cchioving

total mechanization of idertificetion, stock managcmort shiyping cnd invoici
] % i p&

opuretions.

This heving boen said, thoere is none the loss one point which deserves spegial
mention, and 1t is the surprising spirit of grest ¢fficiency with which this rancrkable
widerteking was able to ostrblish iteclf and devolop, which could be summed up hy

this motto - or rothor commend:  Qiv: frot SUTVICHY,

It 36 herd Lo wrzgine thoe “abelone. which hed te be ascvepted et the boginning

botween the real cost of supplying o givon part and the invoice pricc. But although
the sorviee roan o defical during the vory first monthe, the (zperiment wos non: the less
continued, and improvuments mede, to the point of quickly r.cuicving the first financicl
vquilibrium 2t the ond of the first year. .

In faet, it uce by kooping the double ceniupt of serviec and prompinoss alweys
in the mind of woch of the vieployces in the undorteking thet it wes poseiblc to nehicve
this rcault.

THE HES [ FTER-SALE SERVICE
Le has just boen vxplained, the HES ~ftor-sale scrviec was plenned, organized
and sct up in ite prosent fom te 1 spend quickly te reguests fren uscrs of the firmts
machine tocls by supplying ccegsorics nd spere ports, gotting nov nochines into é
=

opereticen, onrrying out demonstritions ~nd repalrs, giving rdvicc and, pessibly,

robuilding used mechineiy,
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Thaw =orvieo, Which wes o4 Blished T T I TR O T b
cenverted into o daporior ot s MOV R oty cuten . oom EER B I L U S
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repoir service. It olac robuilds mochairs t ole.

At ate Seant-Dimie omt:blistent, i hos o howrcom ad 511 e ekehop for
urgoent 1opaira.

It dircets end monrg = n Yorge ran v ot Lyon., which 12 . @ 30T rrotennl cont).
of in'uetrizd activity,

The 8aint-Denis st blishhent hes 1%0 mployoce ond Coveps o spos ef 1,500 B .

The stock of sporc parte mmbraces sround 60,000 typs of perts for machism {oc)a
which may have buen monufoctured os much ee X cr som: ‘mes over 40 ¥ ours vweoe Thors
is no cut-off dote of wamufecturc cupply is nom dly trevided for whom twe or thr..
perte are ordercd in the course of & yrop,

The sparc parts ore alse su,rlicd by mochin sub-ova.mbly, cseemdly or wnit,

Thoy orc supplicd by the compuny? e frnotorics gpuci- lizing in the menufocture of
certein types of machincry.

The perts for cld machinery cro produced sainly by the fimmbs factori oa apd | whon
. pecossary, Ly suuecontractors. In thoe lstter eot., th y ore subject.4 to teust g
- when roccived,

Whon o mechine comes off the preduction line, the apecioliscd factery producirg
1V sunds the following to the Saipi-Donis cotoblishmonts *
= The duseriptive cord, showing ity numbor in the berch, the list af accopaoTion,
ctee; thie cord aught be thought of cs the muchind's ide
= & list o1 &1l the ports of the moching
= The goncral plans;
- The dotedled plans.

This substuntial documentction is kopt in the fora of micro-fiohea = more thon

200,000 - which con be pullced, for cxomple, fer the f31 - a of orders to Sub=contrector,

The stock includee net only spere perts of the compray's cwn tiade mork, but also

1

<1l components suppl.id Crem outside, such en oupling: , woters, ol ctric-l fitting:, te.




Th oepa 1wt v op ensirets oy tly o o4 Chererl offie v, 11 spuct livad
soeriing b Ly of cuarmont, 6o steck merowom et whach iu osupLrvis 6 e rogonds
vth v b nd caontity noothot hpdes o oo pe, Yot Lo sireetly eoper tud fraw th

shipbing © 1vi

af togmate nnecgsery s, the freteory poned octuring o W chane Bupplil s the socoseerius
crdora wnith the mochia to e usire 4h o 3 ant-Por et blishie .nt, for ite part,
hea o large steck of suppl mort-ry coopsrites solootud, tost 4 ond guarantoad by the
fus which ~an b dolivorad s quickly e the epore porte,

Legbly, th crcosuerics seetion hee o light vop for dumopstrotione te introdier the

trooted neecssorics to industrasaists  nd tochpico ) training cetoblichmente.

The servier 1o orgrmazcd with & viow 1o roduring d 1ivory times in ovory ipetopes.
Thare ore two suolions, the Motropelst n 8. cticn for ueore 1n otrepe'iton France and
the Bxpert Suetion for ws.re ~bro-d.

The mcome of 4 divury erc dafforomt dopemsing on whether the urr i 18 the Porte
aroe or in the provincos.

In the Prrio srce, custoa.rs eon ither cope ond sivd 5 the porte ot th aslew
countor of Lhe SnanteDunis cot-blishewt (vorige supply tasd b sarwtoe), or have the
porty duiiver A Fooo of chargs to thoar sddroee (Bosme supply tumag 02 hoursl.

For the provine s, shipments 5o r3d. v F¥ WV RN Uy cARPTLER gorvics ot ;
roilway stotiors vpd sarporte by dolivery vee 31 mgtng te the s rvie, !

In rdditiop, ot Lycas thoro de o 1 4 capx of the S Lae-Donie «otobl ishmert .

providirg in particulcr ~fter-snlc gervic: for th: thPao- 1pe Seimt-Dtioan. oo,
whica has o 3tock of prrus,

Lastly, som. of the fimte gents in actropoliton Pronce Reop 2 limited stoek of
i’?ﬁﬂ't

The averege pericd (lopeing betwoor reecipt of the sider aad shipent of the purts
ig olveye shor'; for sprr. ports, for .xample, io the lost four yuirs, this average
time hee not oxcoxdod 12 houre so 7% por cont of w1l eioow snd 24 hours in 8 per cont

of 11 onoin.
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The Bxrort Loction bomalos foordy Lo wolge o0 b nmte. Th Lo £

clapsing Bt o docoipt of ko oorw v rd ahippiagg t« - f
the some e for actrop liton Frero.,

In rddition, sope yoproe nt-tives of th

of Gormeny, Bedgrum, th Nothorlpde Doma ol Or ot Tirto o, Spar oo the Unet. d

tetes, heve wiocks of pore,
Eﬁ comt e’ Lo th snpox 1t L‘yg;ygl 17,1 ’§§:k{; i BIE. £ *ﬁi*“ﬁfﬁ(‘ﬁ%l} ‘ﬁ
are soplontished from th: 8§ ant-D.onie cat ‘Blighamont,

Lt oprosent, the Metropelater end Export Boetiome mrk. “pprox‘~atcoly 19,000
ghitmante o yoor,

iApart from the ordurs which ~r¢ ummcdiatoly filled ot the delivory countor, oll
crders are the cbjoot of planning, which takss plece in o sponial room, whore toohn «
cicne speciclizing in given groupe of oquipmcnt work.

The Hechenie Scrvice comprisce o DusonetrctiorsMoohonic Bcction amd an ATt.reBclo
- Ingpucior Scevlion.
The damonstrotors are reaponsible for the instrllcotion o cquipment, damonst roe
tions rnd the endeof gurriste: uxraminet.ons which tnke place aft v four to six sonthe.
e Rectanien are rueeponsiblc for the broakdown scrviccs

Tl inspectors study difficultice nraming in gotting the cguipment opernting or
during utilization il swpervise thoe werk of the dumonetratsre snd mochonics.
The denonstrators, mechanics ~nd ~ftoresalo inspoctors ar: ~1) spucicliod.
,; Th: missions cf the dmonstretors ond mochanies, of whom therc are 57, ore oo~
_ ordinatod wid plonned by the Seint-donis scrvioe, which follows tham ot o distonec
ard digpntchea thom in aecordrmec with neods. The domonstreiors ond mecheniss usuclly
have 2 enr cquippod with o sct of eporc parts for ropcirs ~nd toole. On om avernge,
. calls arc onswered in no morc than 24 hours. '
Purthormore, demonstiators and mechamics cre perm nontly stotionud ot nomc of th
fira's pgoneice, such os thoec ot Lille, Nrney, Strosbourg, Agen, Toulouse, Lyons
tnd JrinteBEtionne, tnd clsc ot somc nguncice ~broed, sucl o ot Fronkfurt, Bivascl s,
moterdam, Copunhagon, the Unitod Stotos, cte.

The jobs dene by tho mechenics rre wntorud on the deseriptive errd for the mochin
teel concerncd.

Their mission reports ore thorcughly exomined by the incpectors cad then trins-
mitted to the Technieal Directorat.; the Dir cterte of th. f ctery vhich produc.d thc
machine, the Commercinl Scrvice and the rogioncl ngont.

PO CUWTtEY e pprodam 11y
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Lamtly, the demonstr tor rac m o charies wie v o frecior treining, whiol is nlso
plianed by $he Gount=Deonic e rvied .

It =hould Y point: ~ut thet the yore quicr of the Sa nt-Denis cgtabl ishment
heo n Mecheantie Survier ir ndditior to ite Souape Parte ond Acoossorics Servio o,

The 8iimt=Denis cstollishment alse hos - reen {op demonastiuting some models of
wachine tools made by the fiwm cuch ne tether, 1illors, grinding aerchince, cto., end
#uell repnir shop for deing urgent vork fe. ue re 00 that thoy need not semd equip=
meit Lo the fociory which aenufeeturcd the mnchin COnCEMew,

Robuilding

The reluilling of irchine tools bearing the {in:%e trade uerk oan be car: icd
cut in tio wnyiy

= Bither by o rigorews overhuuling;
= or by o complite renoc 1 socempanied by ome medernication of det: Ale,
With © gusranto
Thie work can b corricd owt 4 the iapterios prowucing the rlevant acchines,
but ie vaurlly rorfomcd oy the JointePt tonn. tory,

The SedrteDenie cotedli baad roecivo e 18 <rdops trom weere ond Lo kes charge of
cdninistrodive nsttors, It cup lice the aper perta 1o the Taeter samying out the
reiudlding td baa the v ik ollowd by one of fte aftopescle fnepoctor s,

Tharks Yo the avtematio v lynotien ~f -t et cze mduetio. of the machine
tools, it ins pouuible to ruot. 1 curtom v vinim A asxime prices for rehull ding
in advanoc,

OPRL ICH OF THF SPARF Palit SEWICE

Hoving cxanin. d the sirmet v of th ort el e mad diemusace the Y-

Pretive functions ci kv bE S L L mer sty th crstien of th

sorvice dn ovder to i WAt op undertt g g L searE 1 e citiei ey,
The vt ched chert o see. bor 4 th o RS (N TR T delivery
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Whov an ordor 4o Lecn T coived, o onh Acwopy 10 inm. dirt 1y meds for th,

e

seerctarict o that it con he regioter-d, ther th oricinel is eent dircetly and with-

aat aeloy 4o the technianl sfficer spceindising in the tive of cquinmont cone med,

Py

ication

The technical officir ;irst chocks the Wnoptd cord, if avnaila™lo, Then retcrring

to hio "priec” file, he pulls the punch cord relating to the part concermncd and then

affixes o reforence to the of dcexr cp coiusercicl scotor concerncd to the order befor

b

tranemiiting these documentc to the datn cervice.

’

Mtk

When the datr scrvice lag reccived the anpotated order and the “price" punch
card, it sulle the rolevant ruwich card from it+ customer Tile. Thie card shows, in
codae form, the followingt

= Exact nonc and sddrecs of the cugtoner;

- Keano and place of chipment
- Individusl tomc of paynent |

b e e

With the wuschince: thus vrogrammed, the oporator thea prepares, poertly outouatically
wd rertly onmuelly, in gcvercl copiee the doownents required For the iniormation of

°11 the sections concemed, and in rartieulars

~ & "stock managoment® withdrowrl document
= The dispotoh notoe: : ' ‘ s

The acovment recviped forp dispoatch:

§

The volmowledgenant of €. ordcr,
The inwiee:

§

L

& Ohrige in cecount deowneont,

The we! novledpunent of the der is sent ofY inmediot cly t2 th: customer and all

the coplen »y the mther docwmonta divided up to nass through two diffcront chamnels,

tae

o Vit chwirel far filling the order saguen successively through vtock mono: -
Lty the warchousc, nackine nc shinment. The scoond. short.r chonnel commriscs
! ] fod) § i

slondng, the rel. of vhich is to supervise tic vev the firet echannel opcriter, and

coeourti,




CPERATION OF THE SPARE PLRTS SERVICE

Customer s orderv]
)

Secreoterint :
o of order .

Technical of.ice

Parts file

-

' Harehouge

J»-w
\ q Dispaton note ' Shipment
' '

\.'Z!i toh
tQ1Bpat o
Part « not




It Lhould, hei ver,

ctart aftor ulor

not d tiot move;.

MUng hee roccjv g Loeery o g
mtachcd to the separate perecl,

Thus vlamning, inforad o

o] LT
and in tum intorms accounts no 104
“ringing th. custo: orls aecount us to date,

Advart fro. the i11ine

6T the order,
voint thieh should

Cmenioncd, rnd that i the dng
oeowrts for cach ef

decounts includes “oth the

question ond o stook record, oo

any given momcent the exnod

stook menegr.aait to
nittod 4o

value and size of the

By the wvery natuie of itg
operates independent 1y,

is 2 speoial custoicy of the lattor,

retivitioo
litked vith

the Srare Parvts g
In this eonnexion, for any rpte
c88ed to t]e Bre

= The nrme apc addrete o the
- Phe mirrion numLep;

pares on order note rddy

curtor . p:

~ 4 list of the parte recuired with 1}

?hi 2 doo

Wient is trm&’sit‘tm& tc ¢
a oucrtomer,

and i1l be dendt Hith in exnotly the am
required for t)c
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When he knows all the eXpen#c actors involved in the job, namely the ocost of
parts supplied, selary of th- mechanic and cost of travel, the chief of the Mechanic
8orvice oxvatner the smount and itemization of charges to be made both to the customer
d to th comnany, in the light of th ag- of the machine (guarantec period) or the
Roture of commercial relstione with the custoner,

The rosult is then transuitted to the det~ scrvioe so that it can directly
inform nocowrts of the tyoe of invoieing dceided on and, in partioular, whether or
not the oustouer hae trken delivery of the parts sunplied and alse of the amount of
cxpenditure emtailed by the mochanic's travel and work, ;

Lestly, we ehoudd add that the Mechanic Servioc has ond uses a complete identi-
flootion and ~esoription filc for all the machincs rroduced by the company. This file
cortains detoils comoeming the dotc and noture of every job done during the life of
the sachine,

There is no doudt that these arvengomonts provide both the technicsl service amd
the commeroial mﬁmmgv&tkgmnm instrument of infommation.









