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DhFKITlON 

Th->  t,m "Mfl-r-salc  .;,.n   ce;   ira  sclf-definui*?,   ,md   d- _..i]<v  IOíVU-B -  <•),> . nol,ru•.;] ly 

«peaking. - the ret ion and    »0tLvU1.ee   it   r..-fv«rs  to with  r  -{.„ci   to tlu   oth-i   user 

important   uorviees of tno  enterprise nueh UB m'udjí'act unrig,   \-roduct icr:   md     v,-n ¡J.J.S. 

JUSTIFICATION AND GOALS 

The complexity of machine tools, which is constantly inci..esine owmr pn.i;nly 

to the tremendoua development   and ineluctable ascondano^ of   automa-, ion,   i aera;unruly 

makes necessary a great doal of maint enanco cervie,  activity,  and rbov,> all ? 

rea«rvoir of skills which enterprises ¡w owe it to themselves to pospose or acquir. . 

Considerine the substantial and sometimos very high cost  of some machines and» 

consequently, their hourly operating cost.,  it is perfectly understandable  that there 

should be a concern for and m endeavour to achieve maximum opcroting time,  something 

which ccimot bo done or even envisaged without e otrict - let us say even jealous - 

limitation of unproductive time for work on équipaient or ite repair or conversion» 

It ia very obvi ms that the manufacturer of the machine is really in the best 

petition to aw»« this obligation entirely or at least to assist as much aa possible 

in it, o« the on© hand owing to his full knowledge of the equipment involved., being 

it» "father" andt on the other to the fact that he may have in his possession any part, 

mpomnt or aeeessory indispensable for making a repair or meeting a raquest for 

additional equipment.    Me might even ndd that»  in a case whore the part is not available 

owing, for example, to the obsoleteness of the machine.,  it  is of course fro« the 

•Mufcotiuvir that thj user should still be able to obtain the technical information 

required to repair his »achine or put it back into operating condition. 

Although tho IMI dees not compel the manufacturer, after the guarantee period 

has passed, to have or supply spare parts,  but only to keep the technical specific«*ions 

of those parts in his nios for a period of ten years, it is a x'aet - perhaps of 

r#e#«t date, but new widespread - that the major machine tool manufacturers have 

become aware of this moral obligation in connexion with after-sale service. 



'•'    •«¿hi     '-<;    -l'i   'h 4   u,<   . ,j-:.   miT.uf  -(M   , .-,,   1    .Tram   tu.-m  ti», i!   own    xpwn«.r»^ 

»* ''        •    '.-      '">   'k¡.'.    '       <t-       -V    I       'I    '; v   ,-••      t     ; ,J f i - -. 1 . » vain   wi.,    h   %h-  ST   CUlit Ofí|..i H 

*"!''    ':      ;"   w    •        í     ir.,'    »•      ,        . <  i.., ! OH*     '1       >   , ! «      ,. '     «h       r; -Uí'i, ':':i   Hi'i   ¡.-Ult 1 Ï   i i<- it.V    of   t'Chni^u.  £ 

'•'- i   "•  th      L toTiMiOi,     j   -i,  <1m,    *"-l'     i,.'    i..«,  t..   '},      ,¡q,i   í-\r._dn ve ci   ;b¡¡ nc    cf 

r- . ll.v  ',U'lu'i<¡ tu  nvt.r.-n       'V;.fk.rF       How  «mid  tu,,,   t    i.i   t-     .   .   <K t,   whM   v. r th> 

r»-.tur-   «•(   it«,   tv-uru     J   U:j.ch  -oí.      ¡.   ,  -    ;   •!,,«• lt   (im,n : ir,  \ydi-ulH:,  -l- ct reme, 

''',"*•   í;<   l.-u        '    Mi .tr,¡r   11.       .¡i u,  i      m - '•   r;j' ,   .-n-. •;•    ^^nip t   nr- 

t¡-•!, he*,. -,  i(  *•;•- í i i    o    ¡, io ti   !   • i-t    t.- ¡i, int   H', pifdui-'u,    »,ujm r.t which w.:v oí't, n 

• v  i. hi, i.j.      •• ¡hi.-t.   »t    ',   U\      ¡i- . .    .    .   .•    .,.  i rrují* », j,   ,   „   .•1,,-f,.,    , 

T)<,it   th '       íi     i   f.t  ; •. t .i   tr. •.!    ¡i   w¡n¿:    ti; "f   '.,    m. m*f> rtur-Tf.,  n >t   •.:. 

th'.ir  d D or. ft i   t.,ii > i--  -, ,   • r.a  f*r  lîy    ¡; *U- it    J.    .-.-_•!,.•:   r-  jvic   .;,  =   n w typ-- 

oí   t'Chni<'i  i. 1 r-  ,iv'i   it.  U.     r «    i,d ¡   su'. M   *í:-<-íT1 ¡ r¡   ,-    f     l4;oR.-tier..    ît   ir-   no 

tn.    mut, witti  i   ,   .•.»  tí   s fhifi    torli,   it   J,   H-  K>«£. ,   i-v^i^i    to .ii.üut>ci..-+.   tlu. 

<t®spir, iiti;, ft •• 1 ii^ i.-» t.. th-r   •    jw   t   I,; ,   ii, (i|-J. ì   to .] i    t.;  .v-df.   th  ir ir dividual 

op. r- lie ti. 

sxMu or TO. rart,MU*iwv7 or «ïî Arm-àtu, SERVICE 

II. ri-1 î  to iv;lv  •      I  tt  r uni*, ut wiin¿- «>!  ti.    c>*¿ jti - -tin, -jad operation of an 

ift.r-aM     .'.ivi-    ,   «     1!»'w.«*ht   »t     dvi..1:     ?•   i   i   i   '     •   t...rucul;n iy  oucr^eefu! 

ìpì Ut'    f.        I 1,: »       í •**< •f#Ui, ;.\tiu}i     i, '•*•)•-'   tocl   índufitrj'. 

AL .^UK,atoiifiu.'¿*iüht 
fi- li. .• .-i rv .   -í*'

1
 

u«    -    ':*H    
r-*o. f. .•.», ,». RU:' ctur-;  ui' f.fí-htnv tooln    i« 

¡i.   it.'  }!   r r.t   «'• m  th rt.!t   .fi'-    «  ,.    ,   »r.  l <     ,n •   i   tu.    ft|*lt*L>i sliip of th.- 

Srhii-id  i   iîfui- n      >,   ,   i    i<   MM»   -m,  !.(•••   t.|    o»  1..1I- . \.-lui'jv !>• ar.chim 

tool m  tuf.ctm   r.   witr-       :   ut- j,-*  -i*       r   . t   r;--.     t   hlr.-.   »ifit. 

H**" *i J    îiU  <ui4-. t fi-i     .-i   u¡ ',-# ft,  ¡.,    '  t|   .f   ^li.'.v }>. >i f rl!!   Chcl-t 

(Mm       t  L..|i   ).  ti. »  • * (f: !v d.   ), nn.t -   :  t. i'Jnt     ì»Or), Mm.luiii UUi.r), 

S,-u¡UÍ> tu.   n .11  r u.-.  :»i: ••» t«n> ti i     )    nd h hui. .IT ì -.-»•    (Ch^.-r)..    Th-.y Iwiv.- 

•'   foti   fiM!   *    J l    .^     »h .   Kit.uJC».      w    »sii-;,   n    .1;   .,, 000 p. raons.    In ite 

: .\  n r.'.t.ri.H,  h=Ji » • .i  .». .   •   ..       * .i i.*      , •- .  .   ri*,    of te riuii-   tool« op(.r.tinft 

t.¿   ¡.•,..-k   i.«u»   t       ... j •,.   .     .ni..,*    ,      -     .t,n.*:.   r.. -.r..Pr«-«lu.' d nifohm.-B 

•  I     : Ï • >  1     1    !    J»    -.  . .»      fciH;   , 
-Ï 



_      !    _ 

Por  several ye,.re,   1h.- company»r annual  production h-.;; «. >:co.d. d   3,000 maeium i. 

In 1971»   fox- -xcinpl«-•,   it   prodv.r-.-d   lty--] ¡n-'ch.nce  and had  a turnover,   tvfor.  tax.-a, 

of 246 million frunce. 

These  results mak- HES the most   important Bur-op ...n • nt,rprise  in  it?, fuld ;-.nd 

pinot; it  in the front  ranks of this branch of industry throughout the world. 

iM..Mijhnont of thv HES after-calo  service 

When it was sot up in 1962, HES had nc centraliEud afttr-oal-- servie.    At the 

request of the comauroiel service, which was the only body with customer contact,  ^ach 

plant was made: responsible in its own speciality for manufacturing,  supplying end 

delivering sparo parte,  both for machinery being manufactured and for old models of 

mr chine ry no longer being produced. 

With this system,  it ia easy to imagine, first of all the extremely long periodi; 

of tine roquired to fill orders owing primarily to a deluge of orders transmitted to 

the factories, and the-n the incredible complexity of accounting operations for invoicing 

er oharftng depanding on the age of the machine,  for which the information had to bo 

sent fro» the plant to the cowiercial service, and lastly the inconvenience and many 

disturbances in th- factories, which were poorly organised to take care of retail 

consignaonte and above all wore reluctant to undertake,  among other things, to resuao 

•anufRCturc of very «all rune of spare parts for obsoleto models of machinery. 

In view of the operation which lvft so much to be desired and was in addition 

running a deficit;  and also alerted by many complaints, which greatly threatened to 

prejudice the growing réputation of the new company and.,  lastly, desiring to free the 

factories of all oonstivJLnts no ae tc ask thorn to tike a full part in the company*B 

¿xpaneion drive, the General Directorate at the timu ducidod tc establish m entirely 

?utonomotie after-sale eorvice place-d, however, under the direct supervision of the 

coma ere1al management end acecn»odfc.tod entirely in its establishrnent at Saint-Donis, 

the current manufacture of which were then distributed among the other factories. 

CstabUshavirt and insta llalio-n of the firft aftvr-sale service ***^*mmmmm:mmwm"—ìMWWMM*^* +^ mimmi•m^ämmWEEm^mmmmm m>mm ait »mm»mmwt>mnrn» •... • mm 1 » 1 »n mm.» 1 • 

Under the impetus created by a Directorate which was particularly active and 

sensitivo to customer needs, the service was quickly established by a broad conoolidation 

in the Saint-Denis osLatiiahmcnt. of all the manpower and equipment which had hitherto 

been scattered in both the commercial  cervice and the fact ori e-u. 



P'.wJirift th      :-i ..!,lijlifn,-ni   cf   ;ii   :•,   ^.¿en w.il   Le   u/-.vt,.a ferlher   en,  lut  which 

w.r    ."UH  d   et.   ..h    \,   • .• out     1,    it  •„.• ç,  -t   f i, et   r::ioî-r.y   u.   :   i-,     nt irely m 

t-.-chnn:  i   j.  ironn. 1   :J   -rl.y   c|, ciel..•  e     .»   t,yi      cf     ^ipraeiit.    ...  ^   thet   v,.ry f.xt 

• •.11.    quickly   .-'xd  comp, t   ntly   :o  identif.v   r .eu  de ccncc rni^r .   ¿>iven typ     of mr.chine , 

which v:ft;n  rv,n did   beck   e; v .rsl  •'••. ir.d   ¡c 

Th,   rsunn   v/f y tru . for  cil the ein. i   m.crege,   slapping -nd billiag op, retiens» 

which w..r.. /-r-xlvirdly built  up by  en cxp^ri one ed personnel, winch wc.s unfortunately toc 

an-ill at  th.   b,ßinuing rnd,   r.bovo cil,  did not  hav,   odeque i,  fv.ciliti-.e  nu it od to 

the s, activities. 

One;: this nt ertine up period wra past,  each section wr.s -blc to reinforce it? 

icrsenncl  and equip itself,   r.t firct with rudimentary facilities, then with Bora 

scphisticatud ones, eventually - but only aft or four yerre of operation - rxhiaving 

total mechanization of identification,  stock management;  shipping end invoicing 
opurr* ions. 

This having been said, there is non« the leas one point which deserves epoeial 

mention, and it  is the surprising spirit of great efficioncy with which thin rtaaifcattc 

^idt.rtaking was able to oetrAjlish itself and develop, which could bw «MWöd up by 

this motto - or rathe-r cornrarjidî    "Giv    fr.ot  service1''« 

It ja herd  Lo Medine the ^balance- which hcxi to be accepted ct the beginning 

between the: real cost of supplying a given part  and the invoice price.    But although 

tho  servie, ran v. deficit during the very first menthe,  the < ^¿riment was non: the lese 

continued,  and  improvement a med., te tho point of quickly ccuieving the first financie! 

equilibrium at th    end of th.. first yesr. 

In fr.ct,  it u,.B by ku.pmg the double concept of service nnd promptness always 

in the mind of cr.ch of the employees in the- und^rttking th.~t it was possible to achieve 
this result. 

THE iffiS ¿Pîîaï-SAIB SERVICE 

AB has just been .xplainui, the HES cfter-srlc service WAS pluaiud,  organised 

ma sot up in itr. pxecent fena to r spend quickly to requests frra. users of the fi»!« 

machine tocio by  supplying acetones ,«d  spere parte,   getting new machine into 

op.-rr.1ion,   carrying out dnaonmr.it ions md repnirn, giving rdvice and,  possibly, 
rebuilding uised mcehmeiv. 



Ol,,  li ; •'   1 i. i. 

ccnv. rt 4 irto .   .:,i  .   n,   ¡   (  h;.u h M 4  ,    ^ 

corapoi.  d t.f twj   m- in    lj.: rtn,  n (,  ¡,    ;»       ,.  , 

rcpr.ii   eervie,.,    T'     l?r   r  In.ildm -¿tur    t   ,.j. 

At   its Scant-D nx!1    nt-^li.-'^ r,*     n   h  • 

urgent  i.sjanirB. 

,• n» "í.- 

1-11      tri   i 

•••r-Wurth    ii.; i i ... s k, m-p t (>i 

It directa .-nd i? n *   -•• '. 1   rn     «Ií }     t  Lr      w*-1  v   . 

of i»'wrt riti tutivity. 

Th   Saint-Dmia . nt-.blinhew.r.t hr F. 1**0   *r|.,j.   * ,-mi ,.,„,.    ft    f   , t|   ^^ ,.  ^ 

The «trek of ßp. r, PArtB  .abr c  a  M.c||||i ^ ^ ^ ¡§ rf ^ 0 ^ ^.^   . ^ } 

which aw hav, b.un •nnufactvjrvd r.K ttuch -  JO <i   «e-    -m^ ,mf7 ^ „ ...rß ^r-    tti|i 

ia no cut-off d,t, cf uv^nufecturo.     wppl, i8 nom n,  rrrvMl.u ror ^ tlf(i fcr thi 

pr-.rtíj aro order .d u. thi   coure., cf c, y    r. 

The   apar. part.: ..ro also au^Xiud by »..chin    «uo-.-.•.»My, 0««>rtil.v or «nil, 

Thay arc «wU«a toy th- cx«pu^P f-,r10ri;, a|fc.cl lirlafi lt> th   BiíiUfr<, ¿i.    >f 

cartai» typos of »aehinory. 

The perte for old »aühinoy rr.   produced aruniy Uv th.   finHo fetori r. *nd   »h B 

nco*s«ary, by mu^mtraotor«.    In U., i^t-.r one, th y ,r,  mxbjvct.H tc t, u i«¿ 
when roooivt-d. 

Wh.n .-.«chine can.« off the production line, th.   ap,c^li...4 f,.et< ry produrr, 

it Bunds th« following to th.- Snint-Donie c-etrAliahmuiti 

" ^ ^«^i^^rd,  lowing it, number in the :.«<*,  th. list of ace naon,,, 
ate.;    thie cr.rd might IK  thought  of .•* th, B:,oh^ta ijknUty c^'d, 

- A Hat oi   all th,; parts of the mr-ohim., 

- The gunorrj. plana; 

- The dotriled plans. 

ThiB substantial documentetion iB koPt in tho fc^ if «cx^riaboo - «or, thin 

200.000 - which cr,n bo pullud,  for cxmpU,  for th, iji-.a of r,rd,rs to ,ub~contmotorn. 

Th. stock mcludc, not  only sparo ¿arto of th, compran own trmk- *r.rk, but  aloo 

componontB euppl.^ from outside,  auch •   inuplint: , «etere,  oUctrio-.!  nttingr,   ,tc, 
r.ll 



1 

Th     ¡"f.!      |,   r*  •   iiVi    % ,r     f(iri:t1r   <:rJ    ¡1»   • «'   1(:-   *     -hnicvl     -ITic   ri.-,      11   apuCi   H?,îd 

'í-th  vi-       nd '.u M it.v  t>>   *).    t     hr.i'. - ..   ¡.íT;e.r?,  v-ut   *.•   j'rifl;   u« p.. r t ,.-d fro,,  th 

-ihiHíl-tv •*.   ivi-.   . 

';    '•   f  <T •    ' •'•'  :.:..rj.    _   1 i.     í"Oi"i;,  r   H..      * -J u^       i.  • i.^ru   («vjipii  í:  lh'     tuMill.'; 

.- ïd  ru wili,  th    n.   .i^.i    '.     tàv    .AH  i.     t-     J>  i..t-0'niL     rt   Unjhfc.nt,   lei   it.   Kai, 

h n  '   ln#    .JtcoK '-f .••-¡ni T.! it   '-V    .. :>  . ¡v , t   .-   ^ ]-í-i.fi,   t.r.í   i    n'ï  f«. r nt ...d U>  th. 

fuft wni'h   ". «  t:     ("   ] .\   .  .ti   •.. M'.uvklt>      .   1i-     .'i    r    ¡-ri:. 

L'3ti.y,  îh      r i   -.„wri-     ... IH¡Uí 1¡. .,      ¡ :.vu   •. n ¡«i  •'• r-'prt>   ticm  it.   ml ivd *e    th« 

t'-nt.'J   r r-p, priori A;  *<    iiKiuoti*-Ji;-+f     »id   tci¡¡.n   1  *ï .m:ri£   . *\ • L-ll.--hfci.Htfi. 

Th..   .--•i^'.c   u;  T^-mad *n*h      *-J>W te r  ia^in^ d  i<v r--   i in., s  ir« .v. ry irwt.Jicc* 

Th.J.     ï\   twn ;; .oïicnfl,  th.   M-. tmj.<-1 it  r S ctiri ivi   a.   r-   m ir trif. Ht jr. ÍYMKV  J*d 

th.   SxjHrt  S...rtion f-.tr us ir    urerd. 

Tht m., .'«s ni -t -ii\,ry ;.r   dm  r nt d t>. n.inr  rn .-•>. th. t  th    -r î ** I*ì llu frii« 

r.r_r or in th    j/tovinrv-. 

In th.   Prric -ix.t-j   fnui1-.;,.  rt. o-T.    xtiu-r  -?•;-     nd ; ,. ,.   .t   ti.    \. $\t -t   ih    s i   ,• 

cçunt'.r <f ih«   'Jr-urt-D-nis    ;-t-blulir »n«  {   v  ---fr*. c-un¿y ir   »     i - ear ut  *)%   -r te v    th 

p„'Xtu di.iivci  d fi   •   '..f f-hîin    t.   il.  ¡r   4<1ï\Pî  (fe, n»*   .*upt **  ; m t    ..'h ir-.). 

Por tht, j,r-jvin<: . ;,   -ihijK»nt£.    *•   t-V.-     v  î.V -v run*   . .\  • *.jr r A»  -.•  > ,i. .   .-.t 

rviîw;i$r nt;.tiorc "wi -»nr-rt • ^ 1 li.Miy w.,?- >. i rv-»i*#ï t«   »-î-   M r' ¡f.. . 

In rdüitiop,  ct^ly-.ne th-i    i:       1 -m, -, .-.j- li;.   n. Li1^;iU¥ •-it-MiMliKvi t 

ptovidir* ir p-r*iculrr ~n--i--.- ì    i».:p\«ic    fer in    !*•&.-. Iff. S;.uit-rti ,*.    i.. f 

Whlcd hf..i .-  tttcM if p-ri.o. 

L-Mly,  e.«,   of +.h'   fi«n»F   gf-irts in .a tr^pt-lit ü Fr :i.--. k.  i   >. liants d ¿Kuek cf 

Iko fmF««€ period ^lnpii^ bctw.tr. ricipt of th    ^ i  .-jid iih*|»:«.nt c-f ta. p¿-.rta 

¿e &lwr^fi short;    for 8¡í-,I\   p>rt«, for --^mph. , i.; th. V-at  t\w ,y,   ,-.,, thm »vtirafe 

tine hn» net  oxecoded 1? houvp m 75 Pc'»' c.nt  of  Ul c r-. s   rJV'  ,:..• houj n m 8j pvr c^nt 

of rll cactífi. 



Th.:  iixj-ort   li-, rtìon »rnriJUs      l-^J.v   L. -•<••.   vri-*..   .¿   ü»:í.,I «--.     ft>-   . v. i--*.   • i.„ 

• laffUtlf  ti, tw  o    •   *    ipt   M"  M.       r<. ¡A     M^pin? *'    '"   1   e- M* v-, «ntr.v   e     t|<î e* %n -1, I > 

th,i «¡mo   \r. i\.r ..-  -, i -|-  Ut  n F'--t 

In .-rtditi.i.,   : «••    ;   i«r  i   m  î-- i   : h        m  nj.   !'¡     * n l     •». ' .   r  i  •   .  :» m U*- 

ef (hmnrjny, I: it'M,  «h    H <¡i  M njf   D i.?.  •:, {¡i   -i KM     ,,   ;Jt,  i:     i«   th   r>.-i.d 

Str.twB, huve m eck» of p/'rt«, 

In coKtrrx«.   tr th-    rj«U'X  i;t  Iyer*,   i'    • '•     te   k<„     :     BU   (   .     utenrfr.eu.ij   m» 

.ir   i( pioni ßh<«i  from th    5 in*-© nir    aï «M lahR^M . 

;.t  pim^it, in*  MtUor<lit*4  .-•?*< J.xtcrt actions «rJfc.    ppi  i ^ ,t  ly 31*»000 

ehipsente e y*. f,r* 

Ap--.ii  fro« th*. ent .r* which ••«  ismvdiftl ^4jr filled et th   delivery evunt :t, .-.11 

erd^n ."jr th,. cbjoei of planning, which tnkj» fà?.e. m   •. «perlai ree«, wAor* 4 veto* • 

nr« ntKei;.lisu»f m fivân fr<upe oí   quipncnt work« 

Mwchr^c fct y^ci- 

fhe Hechnuc 3i.rvicc CG«pri«es a ¡)uaonotrrUr^oche.nic Section sari r» ¿ft  r-S 1- 

Intïp, ci or S, n icn. 

The duoonstr^-tni ¡J %tx r.aponsihlu for the instrli-.t ion CJ  -.quifncnt, dcaieoat rr- 

ti m -nd th. end-of gur\rtjïtt.c   uumnr.tionfl which Valu pi-vcv aft .i   f-.ur tt  t»tx &f«tfc»t 

Th'" nt--v. .men ,-.r... reppunt-iale for th- brc-atólown servie... 

ïl •   inef* etera study Jiff leviti*, e -rising in getting the ^uipmcnt cp>. retting <r 

«hirir.£ utilization and supewit. the. werk of the duoonetrr.t TO í*«d moohciíico. 

The dw&onstr.-tor«, ae ahume s -Mid -tftcr-oal-: inspectors Ar      11 •picirli ;<«U 

Vh. mi Baione- cf ttu duaonritir.tcn -né. rr.ochtju»e, of who» thcr*.  art- fj7, ,-r». oc- 

cidinatod ¿uvi planned by the Sfùnt-O nie aorvioc, wMîfc follcjwa th,a ¡;t r. di»t:.«Ce 

•TJI diQpntchon thc»a n, cccordrjsct "ith naodn.    Th-j dLiaon»tr;M«r« &ed ••ch'"ni3e uiw-lljr 

Î hr.vi  ?'. C',r equipped with u sot of sprr^ p^rta for r^ri« rjid ti ole.    On :-n r.Würí^-, 

I   c;dln arc  answered in m mor*.. th;yi 24 heur a. 

I I^urthcraor^ dononartinters and Bcch-ydics ¿T>¿ perm'nc-ntly atrition^ r,t [*QM<. uf ih 

ï   firs'H pgoncicB,  such .IB ihoe«. r.t Lillo, N-jney, Strc.£5bo\irg, j-.f^r», ^oultniB«, l,yt*R 

I   rjid îï.-int-Etionnc,    ,nd else :,t  scm.. ,->.gt.ncica  ".trord,  sud   *.n   -t yrrjjkfurt, Bu;><f^l i, 

^matordíw, Ccpoiihafon, tlnj United Stato«,  etc. 

I The jobo done by the mochenieai rrs ^nt«-rud t»n the d^ucriptive c* rd fcr the m-ohin 

I  tccl concerned. 

Thoir mission reporta r.ro thoroughly uxcjninod by th-, inq^otora road th^n trrJiB- 

raittod to the Technical Directorate, the Dir citrate of th. f .otory whieh pro4nc.nl the- 

machine, thu Commyrcial Service and the r<igion;.l agent. 



Cl, 

Lfvttly, th- (\«Bonatr..ior.=   -m m« charlee nwr   •  r-.-frryh.r truining, rtiioh is riso 

plamcd b.y tl.f  ar-i.nt-D'ni'   ü-TVí«... 

It should be point,-i.', «usi  tlir.t the :<yci.i   ¿rm-j; of the Sr/irt-Der.ln establishment 

hnc n Mechante Sonrio.   ir ndditior t;> it- Jpr.n  Parta ;«d Alegorice öervUe. 

Tho Síúrrt-lictitB osiíiUi»lüi«wt «It« hen :   iww for 4e*on»ti-«tlnf tone «odeIt of 

Machine tools maâ<  by the firw «ich M lather, mitri,  «rinding molline*, cto., «Ü 

¡•unii repair «hop for «tetre urgent irorJt fr/ u« ;ro oo «hM tfcay natd not »«id efuip- 

tae-at to thè f-^iory which 4f«uf«Mured the «««Mnc ««©««*#•&, 

Th.. IVIäIH i¿níl m    -chin,   tool« bearti* *IK fia**« trade wilt MI %* oavtitd 
out in %-m wcyi | 

- Kith* r >/      rií,T>rrnu¡ ov rh ¿¿ling; 

or h;/ p oí-v-l-t.   i-... • -,    .«coa-rjiiod >,-   <** Moderni.t.tlt^ of dftUl«, 
.ath •   f^i-.r.Tnt- 

Thif. ,'orl: ,-m» v      ,rn  H  .nJt  i,.  ,i.    , vt-ri   • .romei.*   ih,  rWurt .chines, 

but if   vau.--.Uy TI- rfrna.''  ... th-   3'int*m* nt.        -t •*«,-. 

The üa.t-Dum   -.-tí.-.ü   ;....-!!   r C.îV  =• t:.      ^ ».   ,lc, u,  r,  .Ä, t kil.   {..ji;,r^   oi 

rdrdniiitrrtiv   r-tt, n,.     it,n;   Unh    «r.,    :. r^t-    tí,   ;^r   mirine v«t th- 

r< luildirw. -i..: :-.,1 ih.   r ri-  . :U-'-.;. 1 l»v   -.*.» it      ;f-i   »*.,- -1,   in; j   ^, r g 

ThraJ-s? tr  t>„   .•••:+. ft.., t »,*  .-1   ;¡.- ti 

tools,   it  i'j pr.,v.¡¡ibi»  to A>.!••••.     tí     r*v.t.->n r 

in rulvwiOL. 

opau ir« oí Tw ar^f FAMI SRJVIIä 

Hrvin,; i ::n.iij,  .* th.    .-¡r.'-t   »      -1   <h       ;t    *.=   j 

]'c C-tiV-'    fuwt ]'M,¡ 

L¡.  I-Vio       i'     nVfi, j-   -t 1 1 

Th*   rt1.--!u-rt chrrt   ¡¡,.,-. 

la o ti i-   !'.rtui*i    M'  •-•   r* -t • n. • i   ì 

t -o   th     i!. r«1 if-r. ni  th< 

-" • n tc4.ncy. 

n'« s   T,    r ,H1 to  delivery 



•Ik... • „„..,,,,, w-„,c,iv^. ,;h:to::)DÏ. trnl41Btay KA. fllr t^ 

••"   »•-..'.    t"   tr.    t'.chr.i-l   officer sroci.-.lirùr'   in +v,    +„ .     ^ 
''       x •   J" îlk  K.^- c'l   c:mip,n;nt  cono med. 

identif icrá, ion 

Tl^   t.chricr.1 pifio r iiret  chockrMh,  »nrjrt" c,rd    ií-vMi^l        Th *•       • „..,,.• .   . "ru'   ll  «v....nn.,lu.    Then relcrrinp 

f. 
PrÍCC     113< • hí- mUy thc "•* C-d -l^i^ to the part  concerned «d then 

-f.» e ,  ref, ronco to the «fiiPW or comercial ,octor conoced to the order befor 

tr-iiDnivtinfe th-e« doomaerrte to the fetr, cervice. 

Wh• ihr nut    enrice has received the annotated orter raid the »nricc« punch 

«a*,  it  ou]Ir th.   p.icvmt pu^oh card fro» it, customer filo.    Thie ^ aho        in 

-od'o fom,   th    following! 

- Es.ict  acune   aia eddre&s of the ouirtoaer; 

- ¡;t-w   and plrcf of -hipmont; ' • 

- Individu vi t'-rnir  of payment * 

^    With th.   ,,-,chJ„.  thus vrognmm^ the  opcrntor then prepares,  PMtly autoptically 

^ • trtlv    rroniy,  in L, WK>1 copioe the doottwarts required for th. iníowwtion of 

"l\ th-   s-ftijiv; -o¡)c..ni-.i,  ravi in particular! 

- A -dork ricui^^Ki't"  i«ithdrr.wr.l document: 

- Th«   dit.ctoh rstK ; 

- Th--  ur y»rt -rrt   i—mirrd for dispatch* 

- Tl.-   :.i*4aiowlcd>f"rii'-nl: of tin: ordt T, 

- Tht   invoice : 

- * ohr;^.   ir, ccoouttt  dcou*ncnt, 

Th,   ••.c:noi;l(;d0,!iint o'  th,.   ,^er in sent off ii «nediat ely t o th? customer and all 

'•"•'   ^,i.." -    +h.   nth:r doruBicrrta divided uP to ^«,8 through two ditte runt ohamols. 

r<   ,ii",t   cU.-tì;-.-l 1or filling th- order wu• cuccoasiviy through rtock mrmcvx- 

••-,  +:-- ^i-.-hou*.. ,  M^kin- .-,i,l shipment.    The acconci,   nhort-r.   oh am. 1 compris, n 

- '.:.u... ,  li.     rcl     -i   ,;hieh in to  supervise th,   e-y the   firat   chnnn.-1  opa-d^,,   ;j*tU 
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OPERATION OF THE SPAlîE PARTS SERVICE 
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It  should.   hourvrr,   -    nol .,< +, ,+ 

<*«*  «ft,.r Gannir* he* rc.C(.iv.i; .   tf       , Ufl¡ tK   íí,co^ 'W-: , .„ i:,.,y 

attached to the  .onarat,:   |1?rClli"  " ^ ' * "'   ^   *ic^'Uiii n'x ' 1<V.ntjr,a  *., tht     l; 

Thus,   yl.wning,  infonj(.¿ 0~ f;,     .M 

and in tum inform, accodo no t"  thrv ,v    ", '"' * "'' ^•rvinl0" •'»< 
6Wgti1l;  outrto; 0I',;" aeoount  up tj dot«. *1"11"1»  ti,u» L"^ It» 

A;-art froui the liin-,   - •• *, 
Point ,hich chould -0 mf,m.ort(i    ^        •  <    ^"ni,rd ...v, , th r.   t, ,, ^^ 

«took ffien^;iorrt to COCOUntB Jo; f ^  _.      "    ^/-   —-n twn.att , t,ircth, ^ 

«ittod to ^oount. includes V,th t/ ^ ^ ' ^ "*    ^  ^^ ' * — 
nation md , ^ rcc^    ;o ti   t  w   _    *""• -«.   of tï,   ,.*  or ^^  lr¡ 

«V fiven moworrt the m^  **,.    v1 .,   '" T "^ '^^  *'   U'r WC; *'*> t» tew- at 
' "    '^^   ,f tin   „toe',  <,   tl,   -^rrtho^. 

onurm or f» apuro aiWîct 

operrto. todcP«d«tiyi U:Aod Vfltl, v,   3' ""'" mC Sîrvic •  • *«*rt^ c^v. , 

*• « «pool«! ourtoacr of the l«*tor.        ' "'" "  ^    ""^ Kv 1h'   » "^ **•*   ** 

In this  norm:-ri on,  Prr .,ny    . rt 

c^   Maar.cr o.  th-. curt«-. r- 
- The mir rio,, mun^r; 

~ A   lit;-!;   of  ih.     .,»,*.„ 
«"   :.«rtT r^ir,4 with tUr llttl^, 

Thi? decent  ID tPrate.-jittcà t- tV   '-t 

« ourtomor,  ^  ,iU  hr  d.at   >ith tv  'J.1V   ,"rV1C'   Xn th'   M^k   "^ * * ñtÚ,r f"m 

»quired for t. c .U1,ch--«lci-   io-.-w,     v"",    * *'*'   °'V    "'y' ïath th«   r«H or wit 

»ooÄ»ie Service with rofernnon t<- th-  f        h ""**#  ^ ««l«m^,,î ^ |fc, 
cu0to»er»G ;,rc^ia,    .^     Uil.jr.,.   ,_.    '    l'M übrut ^rt^-r!"   V tl"   ««h*io. in th. 

correct  by the  ouBtomer. '* ' *w***A  i ••  -h^tík^u ^û^Hia-é 



- i; 

mm he tau»« »H thr n^mi.  iROtore involycd xn th(;  .obj naiBoly the oost of 

P-*i i^Plfd, lUinr of tfc   chimie and cot* of travel, the chief of the Mechanic 

•orvif .„«to« th, «,«» ^ «ortirtion oí charges to be aade both to the customer 

*4 to tü, ^«», to tho H«t* ol tm  «g. of the- machine (guaranty period) or the 
*«*v« of ooa^fota rtlrtion. Math the oust oner. 

fte# rooidt it thi» trtjtoaitto* to the de*, «ervioe so this* it «a dirediy 

info» ooocurrt* of ti»# tjfbr of imroiot«« decided on **, ln ^ionlar, Mother or 

«•«•«•»i» «Mtftticé % the •eoimtieH travel mä wife. 

J*»*i?, «• «hould m tluÉ the lleehwiiô Sorvloo ha« a»d usee & compiuti id«iti- 
MMftU» «Hi ^artptio.» flic for m th. MMHM pro^oM * tfe* ^p^,    mt m<s 

-" iotntt. oonocmint «to **c ma »«t^ ef ^ ¿^ ^ ^j^ ^ Uf§ Qf 

Ì»M6 «dot theee 

of «tie 
* provide both the testalo«! torvioe ( 

with m excellent inrtruaent of ütfomation. 

i 






