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Unit summary

Introduction

Your responsibility for your products does not end when you sell them. The success of your company depends, above all, on whether your customers are satisfied with your products. No matter how good your quality and inspection systems are, some defective products can always get through to your customers. This is why it is essential to have a good after-sales service. View it positively - it can make a good impression on the customer and lead to more orders and increased sales. 

19.1 The role of the CEO in after-sales service
The CEO should take an active interest in the after-sales service, since it has an important quality assurance function.
19.2 Prepare a product guarantee certificate
The product guarantee certificate is an essential document for both preventing and dealing with after-sales problems. Give it careful thought. Decide on your guarantee conditions and document them so that claims can be deal with quickly before they develop into a dispute.

19.3 Deal with customer claims
You need to have an organizational structure and procedure in place when customers present claims about failed products. This will allow you to deal quickly and efficiently with the claims: to receive the claim; to analyse the failed product; to take corrective measures and recurrence prevention measures; and to keep a record of all essential data. And remember that you can often turn claim processing into opportunities for attracting new customers.
19.4 Analyse failed products and take recurrence preventive measures

Your analysis of failed product should be thorough, and should be followed by measures to prevent the recurrence of such a failure. These measures should include, if necessary, changes in design and materials

19.5 Control service parts and spare parts. 
Good control of service parts and spare parts means:

a. Having the parts ready when they are needed.

b. Avoiding a surplus of parts that could deteriorate, especially when production of a particular product comes to an end.
c. Having the right quantity of sales material such as catalogues.

19.6 Control the initial distribution of products

A key after-sales quality assurance procedure is to control the initial distribution of new or modified products. This means to decide in advance on certain control items on these products and then to check these items at certain times to make sure that they continue to be correct.

19.7 Train your service engineers

Your aim in training your service engineers is that they will be able to provide correct servicing that meets your customers needs, and in the shortest possible time. The training should develop both their technical knowledge and skills, and their customer relations skills. You will also need to have a good service manual, since engineers cannot be expected to learn all the servicing operations.
19.8 Make good use of field information

Make good use of the field information collected by your after-sales department. This information on the quality, technology and sales of your products, and on your competitors, will help your company to develop and promote new products.

Learning tools

The RADAR questions

As you read each text you will discuss how it could be applied in your company. The RADAR questions will help you to focus this discussion: 

R- Are these ideas relevant to my company?

A- How would I apply each of them in my company?

D- What difficulties might I meet and how would I overcome them?

A- Are there any additional actions that I might take that are not mentioned in the text?

R- What resources would be needed, what would these cost, and how could they be acquired?

There will of course be some discussion point where not all of these questions will be applicable.

The 6-Point Structure

After you have discussed the ideas in the text, you write an action plan in which you present practical proposals for implementing the conclusions you have reached in your discussion. The 6-Point structure will help you to write your action plan:

1. Problems: Problems you have in your company in the area you have just discussed.

2. Proposals: Your proposals for improvement.

a. Be specific and concretes.

b. Include an implementation plan, with a time schedule and minimum and optimal implementation Targets.

c. Refer to any forms, charts, tables etc. that you would use, and include samples in an appendix.
3. Obstacles: Obstacles to implementation in employee attitudes, company organization and culture etc., and how these could be overcome.

4. Resources:
a. The resources required: funds, equipment, materials, man-hours, expertise etc.

b. The resources available within the company.

c. Any resources that would have to be found outside the company.

d. Alternative that could be used to cover any shortfall in resources

5. Assessment: Ways of assessing the results of implementing these proposals.

6. Benefits: The benefits your proposals would bring.
19.1 The role of the CEO in after-sales service
The CEO should take an active interest in the after-sales service, since it has an important quality assurance function. He or she should:

a. Check the after-sales field feedback on products that have been sold, and periodically give instructions to the manufacturing department based on this feedback. This feedback will be drawn from periodic after-sales inspections, the repair/parts service and visits to the customer.

b. Follow up the progress of improvements and countermeasures.
c. Whenever there are claims because of failures, ask the department responsible to provide an explanation of the technical problem, and the cost of any corrective action needed to meet the claims.

d. Have a good understanding, based on the investigation of after-sales failures, of the main current problems, their causes, and possible countermeasures.

e. Facilitate the establishment and implementation of improvement plans for current problems.

f. Participate actively in the overall improvement of the after-sales service, and the establishment of an annual improvement scheme.

g. Implement regular checking and follow-up procedures.
DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your action plan afterwards. Where appropriate ask yourself the RADAR questions:
Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company
a. Does your CEO take an active interest in after-sales service is? How important do you think it is that he or she does so?
b. This text present seven actions that a CEO should take in relation to after-sales service. Apply the RADAR questions to these.
ACTION PLAN

Take the ideas you have found useful in the text, and in your discussion, and present them in a well-structured plan for introducing improvements in your company. Alternatively, you may include these ideas in one action plan after you have discussed several texts. You might like to follow this 6-Point Structure.
19.2 Prepare a product guarantee certificate
The product guarantee certificate is an essential document for both preventing and dealing with after-sales problems. Give it careful thought. Decide on your guarantee conditions and document them so that claims can be deal with quickly before they develop into a dispute. The standard guarantee certificate includes:

a. The date of issuing the certificate.
b. The items to be guaranteed.
c. The guarantee conditions in detail, including the scope and period of the guarantee.

d. Items which do not come under the guarantee such as:

i. The customer has abused the product.

ii. The customer has deliberately caused the product to breakdown.

iii. Consumables.

Make an official agreement with your customers about the content of the guarantee certificate or fix the certificate to the product. Write the certificate in clear, easy language that the customer can easily understand.

Figure 19.2a Sample extract from a certificate

DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your action plan afterwards. Where appropriate ask yourself the RADAR questions:
Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company
a. Does your company write down the guarantee conditions in advance? Does this prevent disputes arising?

b. This text presents several suggestions for the product guarantee certificate. What are the main points that you would include in certificates for one or two of your products?
ACTION PLAN

Take the ideas you have found useful in the text, and in your discussion, and present them in a well-structured plan for introducing improvements in your company. Alternatively, you may include these ideas in one action plan after you have discussed several texts. You might like to follow this 6-Point Structure.

19.3 Deal with customer claims
1. You need to have an organizational structure and procedure in place when customers present claims about failed products. This will allow you to deal quickly and efficiently with the claims: to receive the claim; to analyse the failed product; to take corrective measures and recurrence prevention measures; and to keep a record of all essential data. And remember that you can often turn claim processing into opportunities for attracting new customers.

(A claim is where a customer seek compensation, repair or replacement of a defective product that has a warranty, and likewise with a service; a complaint is where they express dissatisfaction and may or may not make a demand for compensation.)
2. Take the following actions:
a. Set up an organizational structure:
i. Assign a person to be in charge of claims and include a written job description in the standards.
ii. Decide on the procedures to be used for a) quick corrective actions and b) distributing the recorded claim information to all the relevant people.
iii. Clarify who is responsible for replying to the customer about the processing of the claim.
iv. Simplify liaison between departments.
v. Prepare a claim handling rule – a document which clearly describes the procedures, list bellow, for processing claims, and for repairing defective goods.
b. Standardize a flow chart showing the procedures for processing claims. These procedures should include:

i. Record the receipt of a claim. 

ii. Maintain up-to-date information on the status of reported claims. 

iii. Record the analysis of failed items. 

iv. Record the corrective and recurrence prevention measures taken in each process and the names of those responsible. (Corrective measures are taken to deal with the specific product and customer; recurrence prevention measures are taken to prevent similar problems arising with other products.)
v. Record the history of the manufacturing and storage of the product.
c. Prepare a form for reporting the processing of claims: 
i. Standardize the format of the report with spaces for the contents of claims, the analysis of results, and the actions to be taken.

ii. Include columns that distinguish between corrective measures and recurrence prevention measures.
iii. Include in the report the name of the responsible department and the person responsible for giving approval.
iv. Ensure that the final written report of the claim should cover causes, contents and countermeasures.
d. Maintain a ledger of reported claims covering: 

i. Receiving claims. 

ii. Checking the progress of claims.

iii. Reporting each process.

This will enable the person in charge to reply accurately to any requires from customers about the status of their claim, and when it will be completely processed.
e. Standardize the criteria for accepting returned failed units for each kind of product.

f. Standardize phased procedures for claim processing, such as reworking, repair, providing an explanation, assessment, and rejection.
g. Control temporary measures and permanent measures separately.
h. Assign a person to be responsible for judging the progress of claim processing.

3. Present these procedures clearly:

a. Make sure the standardized flow chart is easy to understand.

b. Make it clear who is in charge of each process and the time-limit for responding to the claim, and who is responsible.

c. Specify clearly the activities and data that are to be entered in the record forms.

d. Establish a communication method that will allow everyone to receive the final results of the processing of a claim.

4. Get a clear picture of your claim processing rate.

a. Control and monitor the flow chart activities for processing claims - both the activities that are in progress, and those that are closed.
b. Use graphs and other tools to get a clear picture of the period required for claim processing and to control it. 

c. Reduce the processing period by distinguishing the time taken to respond to a claim, and the time taken to carry out the service. (i.e. response time and service time).

d. Monitor how unexpected events are dealt with, and standardise a system for dealing with these.

e. Hold regular quality meetings to follow-up on the progress of the service activities and to see what can be improved.

f. Prepare and implement an improvement scheme and follow it up.

5. Ensure that employees are courteous to customers who bring claims. Whoever takes a claim call from a customer should:

a. Listen carefully and take accurate notes in fixed format, and then repeat their notes to the customer and get their confirmation.

b. Send the customer written statement of the date that they will receive a reply. If the job is not completed by that date, write an intermediate report and send the customer a new date for replying.

Figure 19.3a Basic activities and control items for service
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Figure 19.3b Function and control items for after sales services
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Figure 19.3c Claim handling receipt sheet

Figure 19.3e QA system
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Figure 19.3f Total QA system
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Figure 19.3g Service control system
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DISCUSSION
The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your action plan afterwards. Where appropriate ask yourself the RADAR questions:
Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company
a. Parag. 1. How efficient is your handling of customer claims? Where do you think it needs improvement?
b. Parag. 1. How can a good processing of customer claims lead to increased sales?
c. Parags. 2 and 3. Apply the RADAR questions to these guidelines.

d. Parag. 4. Do you have a clear picture of your claim processing rate? How would you benefit from having one?

e. Parag. 4. Apply the RADAR questions to these guidelines.

f. Parag. 5. How courteous and efficient are your employees in taking claims from customer? How would these suggestion help? Can you add any further suggestions?

ACTION PLAN

Take the ideas you have found useful in the text, and in your discussion, and present them in a well-structured plan for introducing improvements in your company. You might like to follow this 6-Point Structure. Alternatively, you may include these ideas in one action plan after you have discussed several texts. 

19.4 Analyse failed products and take recurrence preventive measures

You need to have a system that allows you to carry out a thorough analysis of a failed product returned by a customer, and take measures to prevent the recurrence of such a failure (including, if necessary, changes in design and materials). Take the following steps:
a. Standardize a system that will feed the claim information back to the original manufacturing department.
b. Establish a communication route between the service department and the manufacturing department.

c. Establish failure analysis procedures for analysing returned failed units. 

d. Decide the department and person responsible for, and the person in charge of, conducting the failure analysis, and reviewing and drafting recurrence prevention measures. Decide also who is to be responsible for making the final decision; and what points in this decision are to be recorded.

e. Set up a system for recording the failure analysis.

f. Send the review results of the analysis to the service department, as feedback for them.

g. Treat the time limit of delivery as what differentiates temporary measures and permanent measures.

h. Standardize the criteria for evaluating the effect of recurrence prevention measures.

i. Decide who is to be responsible for confirming the effects of the recurrence prevention measures and taking any necessary follow-up action, such as review of the claim criteria.
j. Record and control the effect of the recurrence prevention measures. 

k. Communicate the final conclusion of the recurrence prevention measures to the department that is dealing with the claim and to the person in charge; then decide who is to be responsible for the follow-up.

l. Standardize the registration of all records and their distribution to all those concerned.

m. Maintain these records in the standard format, and use them for planning future activities.

DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.
a. What procedures do you already have for analysing failed products and taking recurrence prevention measures? How do you think they might be improved? How important do you think each of these is? 

b. Apply the RADAR questions to the guidelines in this text.

ACTION PLAN

Take the ideas you have found useful in the text, and in your discussion, and present them in a well-structured plan for introducing improvements in your company. You might like to use the 6-Point Structure. Alternatively, you may include these ideas in one action plan for the complete unit.
19.5 Control service parts and spare parts
1. Good control of service parts and spare parts means:

a. Having the parts ready when they are needed.
b. Avoiding a surplus of parts that could deteriorate, especially when production of a particular product comes to an end.
c. Having the right quantity of sales material such as catalogues.

2. Service parts are parts that have to be replaced old part after fixed periods of time as recommended in the service manual. Spare parts are used as the need arises. To control both service parts and spare parts, take the following actions:

a. Set up an inventory system:

i. Establish a standard method of inventory control.
ii. Standardize the system for marking the parts.

iii. Decide on standard periods for having parts in the inventory.

iv. Monitor fluctuations in sales and stock volumes, preferably with graphs.

b. Establish a supply control system for service parts:

i. Decide how many service parts you should keep in the inventory with reference to the reliability of the parts - how long they could be expected to last before they have to be replaced again.

ii. Set up procedures that will ensure that you place orders at the right time.

iii. Constantly monitor fluctuation in the service parts inventory by each part number.

iv. Have a system for making the best use of customer information in placing orders for service parts.

v. Set up standard procedures for requesting improvements when service parts fail.

c. Establish control criteria for maintaining the right inventory quantity of spare parts.

i. Standardize the procedures for the supply of spare parts.

ii. Enter the incoming, outgoing and remaining quantities in the ledger for each part.

iii. Decide on the person and department that will be responsible for the supply and inventory control of spare parts.
iv. Revise the operation standard as necessary and inform those who should know.

Figure 19.5a Flow chart for repairing, receiving and delivering parts
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DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.
a. In your company, are service parts always available when they are needed? If not, what problems does this bring? 

b. Do you have different systems and procedures for service parts and spare parts? 

c. Parag. 2 presents guidelines for maintaining control of service parts and spare parts. Apply the RADAR questions to these. Decide to what extent you would use different systems and procedures for both service parts and spare parts. 

ACTION PLAN

Take the ideas you have found useful in the text, and in your discussion, and present them in a well-structured plan for introducing improvements in your company. You might like to use the 6-Point Structure. Alternatively, you may include these ideas in one action plan for the complete unit.
19.6 Control the initial distribution of products
A key after-sales quality assurance procedure is to control the initial distribution of new or modified products. This means to decide in advance on certain control items on these products and then to check these items at certain times to make sure that they continue to be correct. Check them with reference to the control information that the manufacturing department prepared for the product. If you maintain control in this way you will be able to identify problems at an early stage, and take corrective action quickly.
a. Take the following preliminary actions:
i. Appoint a person responsible for deciding when control should be applied and when released.

ii. Decide which department will be responsible for control.

iii. Decide on control items.

iv. Decide what data is to be collected.

v. Set up a procedure for processing product failures.

vi. Draft a scheme of after-sales service to find out how the product is being used by the customer.
b. Continually review the control items against the control data by using field information on product failures and errors.

c. Visit important customers, whether or not problems have arisen.

d. Hold communications at an early stage with those involved in quality issues, followed by discussions chaired by the person responsible.

e. Provide thorough training on the new product for the personnel involved. (This will be a function of the service department.)
f. When a customer makes a claim, find out exactly how they are operating the product, as well as what their claim is based on.

Figures 19.6a Claim process chart
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Figure 19.6b System for recurrence prevention of customer complaints
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Figure 19.6c Claim process report – Format 1
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Figure 19.6d Claim process report – Format 2
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Figure 19.6e Claim process report – Format 3
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DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions:
Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company
a. Does your company control the initial distribution of a new or modified parts? If yes, what do you regard as the strengths and weakness of your system? What benefit does it bring? If not, what problems do you have that such a system might solve?

b. Apply the RADAR questions to these guidelines for controlling the initial distribution of new or modified parts.

c. How would a good control system improve your after-sales service?

ACTION PLAN

Take the ideas you have found useful in the text, and in your discussion, and present them in a well-structured plan for introducing improvements in your company. You might like to use the 6-Point Structure on. Alternatively, you may include these ideas in one action plan for the complete unit.
19.7 Train your service engineers
1. Your aim in training your service engineers is that they will be able to provide correct servicing that meets your customers needs, and in the shortest possible time. The training should be systematic and ongoing, and should develop both their technical knowledge and skills, and their customer relations skills. The latter are essential in any sales-related activities. You will also need to have a good service manual, since engineers cannot be expected to learn all the servicing operations.

2. To provide appropriate training:
a. Evaluate the job performance level of the service engineers, e.g. their average repair time.
b. Set up a training program to raise their job performance level to meet gaps shown in the evaluation. Include customer services education.
c. Provide a qualification program that will lead them to the appropriate qualifications.

d. Keep a record of each engineer’s skill level.

e. Provide education appropriate to each engineer’s job and experience.

f. Have an instructor to conduct on-site education and training.

g. Give special attention to the training of new employees, and to training for new products.
h. Motivate the engineers by:
a. Setting up an annual scheme to give awards based on the evaluation.
b. Use in-house service contests and external competitions such as the international vocational training competition, and encourage engineers to participate positively in these.
3. Provide after-sales service training to your service companies and dealers: 

a. Focus training on each product and decide whether the training should be general or specific.

b. Draft and implement a training program when new employees are recruited to these companies. 

c. Measure the effect of the training program and take the results into account in the next program

Figure 19.7a Training system for all employees
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Figure 19.7b Qualification system for service personnel
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Figure 19.7c Control tools for skills
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4. Prepare a good customer service manual. After-sales service varies depending on the type of product, the function of the product and the kind of servicing that has to be done. No service person can possibly know all the servicing operations. The customer service manual is the standard document for providing technical support for after-sales service whenever a claim is presented. Note the following:

a. The customer service manual sets out all the important procedures from receipt of the customer's service request to completion of the service including setting a delivery date.

b. It consists of the service guidebook, the technical manual, the troubleshooting manual, the maintenance criteria, and the standard maintenance manual.

c. It should have illustrations so that it is easy to understand.

d. Standardize the issuing, revision and distribution of the manual.

e. Review it periodically for inaccuracies or inadequacies.

f. Managers of the responsible departments should periodically check that manual study sessions are being held, and that they focus on customer services.
Figure 19.7d Service engineer’s attitude
[image: image16.emf]
DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.
a. What training do you already provide for your service engineers? Do you think it is adequate? How could it be improved? 

b. How important do you think it is for service engineers to be trained in customer relations skills?

c. Parag. 2. Apply the RADAR questions to these guidelines for the education and training of service engineers.

d. Parag. 4 show how complex after-sales service can be. How complex is it in your company? Do you have a customer service manual? If yes, how useful is it? In what ways could it be improved? If not, do you feel you need one? What benefits would it bring?
e. Parag. 4. Apply the RADAR questions to these guidelines. 

ACTION PLAN

Take the ideas you have found useful in the text, and in your discussion, and present them in a well-structured plan for introducing improvements in your company. You might like to use the 6-Point Structure on. Alternatively, you may include these ideas in one action plan for the complete unit.
19.8 Make good use of field information
Make good use of the field information collected by your after-sales department. This information on the quality, technology and sales of your products, and the product of your competitors, will help your company to develop and promote new products. There are several actions that you can take:

a. Standardize a system to exchange information on quality between the after-sales department and the manufacturing department.

b. Find out the defective and non-defective rates of your products, analyse the causes and implement countermeasures.

c. Find out the rate at which failure claims are resolved.

d. Gather and analyze after-sales service information about competitors and then prepare suitable counter-actions:

i. Specify which department is responsible for gathering, analyzing and responding to competitor data.
ii. Compare your competitor data with data about your own products and services to help you analyze your own weak points and strengths.

iii. Get all those concerned to draft and implement an improvement scheme based on this analysis, and check the effects of the improvement measures.

iv. Use your competitor data to develop new own-brand products

e. Carry out periodic customer satisfaction surveys to evaluate the reliability of your after-sales service and how satisfied customers are with it:
i. Use a questionnaire on the quality of service and a customer follow-up sheet.
ii. Prepare a service reliability index such as "Mean Time Between Service Calls" (MTBSC). Example: CS Guide Line.
iii. Establish customer service guidelines.
f. Use the information you get at exhibitions to anticipate customer and market trends and apply this in service activities, and in the development of new products.

Figure 19.8a CS guideline
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Figure 19.8b Harmonate CS expansion
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Figure 19.8c Claim processing procedure
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DISCUSSION

The following questions ask you to think about how the ideas in the text could be applied in your company. Some of the ideas may not be relevant to you. Concentrate on those that are relevant. Keep notes of your conclusions - you will need them to prepare your Action Plan afterwards. Where appropriate ask yourself the RADAR questions: 

Note: Always include in your discussion any examples referred to in the text, if you feel these are relevant to your company.

a. Do you find that much information comes into your company from the fieldwork of the after-sales department? Is it or could it be useful? What use does your company make of this information? How could it make better use of it?  How could it get more and better information?

b. What steps do you already take to evaluate service reliability and customer satisfaction? How could this be improved?

c. Apply the RADAR questions to the guidelines in this text. 

ACTION PLAN

Take the ideas you have found useful in the text, and in your discussion, and present them in a well-structured plan for introducing improvements in your company. You might like to use the 6-Point Structure on. Alternatively, you may include these ideas in one action plan for the complete unit.

Test
Answer these questions using only information given in the text. For each question one, two or all three answers may be correct. Tick the answer or answers you think are correct for each question. Each question carries 3 points – you get one point for each correct answer that you tick, and one point for each wrong answer that you do not tick.

19.1 The role of the CEO in after-sales service
1. The CEO should periodically give instructions to the …. department based on after-sales field feedback:

a. Sales.

b. Manufacturing. 

c. Marketing.

2. The CEO should participate actively in the:

a. Improvement of the after-sales service.

b. Introduction of countermeasures.

c. Establishment of an annual improvement scheme.

19.2 Prepare a product guarantee certificate
3. Items which do not come under the guarantee include:

a. Failure caused by a design fault.

b. Consumables.

c. Failure caused by customer abuse.

19.3 Deal with customer claims
4. To set up an effective organizational structure you should:

a. Decide in advance on the points to be considered when claims are received, and format a standard claims to include these.
b. Simplify liaison between departments.

c. Decide on the procedures to be used for distributing the recorded claim information to all the relevant people.

5. To set up claim handling procedures:

a. Standardize the criteria for accepting returned failed units for each kind of product.

b. Standardize phased procedures for claim processing.

c. Control the temporary and permanent measures separately.

6. The procedures for processing claims should include: 

a. Record the history of the manufacturing and storage of the product.

b. Record the recurrence preventive measures taken.

c. Record similar claims.

7. To report the processing of claims:

a. Distinguish between corrective and recurrence prevention measures.

b. Include costs. 

c. Standardize the format of the report with spaces for contents of claims, the analysis of results and the actions to be taken.

8. To present claims procedures clearly: 

a. Standardize an overall flow chart of claim processing that is easy to understand.

b. Make it clear who is in charge of each process.

c. Establish a communication method that will allow everyone to receive the final results.

9. To get a clear picture of the claim processing rate:

a. Control the activities for processing, both the activities that are in progress, and those that are closed.

b. Reduce the processing period by distinguishing the time taken to respond to a claim and the time taken to report it to the manufacturing department.

c. Hold regular quality meetings to follow-up on the progress of the service activities and to see what can be improved.

10. When customers make claims by telephone the personnel taking the call should:
a. Listen carefully and write up note after the call is over.

b. Write note at the time and thank the customer for calling

c. Write note at the time and repeat them to the customer.

19.4 Analyse failed products and take recurrence preventive measures

11. To have a system to analyze returned failed units:

a. Establish failure analysis procedures for analyzing returned failed units.

b. Establish a communication route between the service department and the manufacturing department.
c. Standardize a system that will feed the claim information back to the original manufacturing department.
12. To effectively implement recurrence prevention measures:

a. Standardize the criteria for evaluating the effect of preventive measures.
b. Establish an information communication route between the service department and the marketing department.

c. Treat the time since purchase as what differentiates temporary and permanent measures.

19.5 Control service parts and spare parts

13. To monitor the inventory of spare parts:
a. Standardize a system for making the parts

b. Decide on standard periods for having parts in the inventory.

c. Monitor fluctuations in sales and stock volumes.

14. To establish a supply control system of service parts:

a. Decide how many service parts you should keep in the inventory with reference to the reliability of the parts.

b. Set up standard procedures for requesting improvements when service parts fail.

c. Monitor fluctuation in the service parts inventory by lot number.

15. To establish control criteria for maintaining an adequate inventory of spare parts:

a. Enter the incoming, outgoing and remaining quantities in the ledger for each part.
b. Standardize the procedures for the supply of spare parts.
c. Decide on the person and department to be responsible for the supply and inventory control of spare parts.

19.6 Control the initial distribution of products

16. To control the initial distribution of new or modified products, check if important control items correspond to control data that was prepared for the product by:

a. The after-sales department.

b. The sales department.

c. The manufacturing department.

17. The preliminary actions for controlling the initial distribution of products should include:

a. Decide on control items.
b. Decide what data is to be collected.
c. Find out exactly how customers are using the product.

19.7 Train your service engineers

18. A training program to evaluate and improve the skills of service engineers should include:

a. Run and annual examination programmed. 

b. Evaluate their job performance.

c. Provide education appropriate to each engineer’s job experience.

19. Give special attention to:

a. The training of new employees.

b. Training for new products.

c. Training customer services staff.

20. To provide after-sales service training to the service company and dealer:

a. Focus training on each company.

b. Draft and implement a training program when new employees are recruited.

c. Measure the effect of the training program and take the results into account in the next program.

21. After-sales service varies depending on:

a. The age of the product.

b. The type of product.

c. The function of the product.

22. A customer services manual should include:

a. The service guidebook.

b. The maintenance criteria.

c. The sales manual.

23. Which of the following should be standardized? (1)

a. The revision of the manual.

b. The distribution of the manual.

c. The study of the manual.

19.8 Make good use of field information

24. A company can use the field information on ………to develop and promote new products. 

a. Competitors.

b. Production.

c. Quality.

25. To make good use of the information obtained by your after-sales department:

a. Use the information you get at exhibitions to anticipate customer and market trends and apply this in service activities, and in the development of new products.
b. Standardize a system to exchange information on quality between the after-sales department and the finance department.
c. Find out the rate at which failure claims are resolved.
26. Gathering and analyzing after-sales information about competitors and preparing suitable counter-action includes:

a. Using after-sales information about competitors to analyze one’s own weak points and strengths.

b. Using data about competitors to develop new own-brand products.

c. Specifying which department is responsible for gathering and analyzing this information.

27. To carry out periodic customer satisfaction surveys:

a. Use a questionnaire on the quality of service and a customer follow-up sheet.

b. Prepare a sales index. 

c. Establish customer service guidelines.

Relation with ISO
19.1 The role of the CEO in after-sales service
Relation with ISO 9001:2000:

5.1
Management commitment

5.6
Management review

19.2 Prepare a product guarantee certificate
Relation with ISO 9001:2000:

7.2.2
Review of requirements related to the product
7.2.3
Customer communication

7.5.1
Control of production and service provision

19.3 Deal with customer claims
Relation with ISO 9001:2000:

8.3
Control of nonconforming product
7.2.3
Customer communication

8.2.1
Customer satisfaction

8.5.2
Corrective action

8.5.3
Preventive action

19.4 Analyse failed products and take recurrence preventive measures

Relation with ISO 9001:2000:

8.4
Analysis of data
8.5.3
Preventive action
19.5 Control service parts and spare parts

Relation with ISO 9001:2000:

7.4
Purchasing
7.5.5
Preservation of product

8.2.1
Customer satisfaction
8.3
Control of nonconforming product

8.4
Analysis of data

8.5
Improvement

19.6 Control the initial distribution of products

Relation with ISO 9001:2000:

8.2.1
Customer satisfaction
8.3
Control of nonconforming product

8.4
Analysis of data

8.5
Improvement

19.7 Train your service engineers

Relation with ISO 9001:2000:

6.2.2
Competence, awareness and training
7.5.1
Control of production and service provision

19.8 Make good use of field information

Relation with ISO 9001:2000:

7.2.3
Customer communication

8.2.1
Customer satisfaction
8.4
Analysis of data

During the guarantee period, if a unit fails because of imperfect quality, this unit will be repaired or reworked free of charge.


The guarantee period is 5 years after initial installation for the freezer unit (compressor, condenser, radiator and piping unit) and 1 year for other cabinets including attached electrical parts.


The cases below cannot be accepted for free-of-charge repair or rework even during the guarantee period:


Failure due to misuse by user.


Failure due to inadequate modification.


Failure or damage due to disaster or the like.


Failure due to installation on a vehicle, marine vessel or the like.


Where the guarantee certificate does not show any selling dealer's stamp or name.


Where a guarantee certificate is not presented.


This guarantee certificate is valid only in Japan.
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