
Atlas Copco Capital Markets Day December 1, 2010

1

Compressor Technique Service

Atlas Copco Capital Markets Day, December 1, 2010

Stephan Kuhn, Business Area President, Compressor Technique

Gas compressors

Generators / 
specialty rental

Revenue diversity

Parts
& Services

Compressed air equipment
& solutions
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Aftermarket growth

Characteristics

High growth potential

High profit potential

Stable revenue stream

Optimized business processes

Compressor Technique
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Enhanced product development

Closer relationships with customers

12 month revenues. Aftermarket, excluding rental revenues
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Mission statement

Through continuous investment in our competent, 
committed and efficient service organisation, we 
ensure a high level of customer satisfaction by g y
creating superior customer value.

Accelerate profitable growth
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Compressor Technique Service
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Service organization

Service
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Extend and defend our core 
Pro-active approach in competitive world
Tactical matrix concept 
Increase sales efficiency, Intelliquoter
Connectivity and pirate protection 

Structure
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Compressor Technique Service
Maximum equipment availability at minimum total operating cost

Preventative 
maintenance
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optimization

and monitoring
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Fix price

LOWHIGH

Spare
parts

Ad-hoc
maintenance
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Life cycle cost
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Climbing 
The Service

Ladder 

Climbing 
The Service

Ladder 

Parts and Services
Increasing penetration
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Population
Management 
Population
Management 
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Equipment sales and reactive service

Equipment sales

Reactive service

Equipment sales

Pro-active customer relationship management

Time
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Time

Reactive Service

Full package of equipment,
service, parts and training
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Standardized service products

CONFIGURE

PRICE

QUOTE
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Parameters to steer business
Customer satisfaction
Uptime and first time fix 
Efficiency improvement
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Service operations process
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Customer satisfaction improvement: Strategy

When it breaks down fix it as fast as

Avoid breakdowns through better
preventive maintenance

Be customer oriented,
communicate with the customer

When it breaks down, fix it as fast as 
possible, preferably the first time
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Key performance indicators

Reducing 
Breakdowns Fixing the Problem Customer Oriented NPS

First time fix CompetenceClimbing the 
service ladder

Availability of spareparts

Speed

Warranty interventions 
per machine

Backlog

Call analysis
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Road to efficiency

Improve
efficiency

Maximize
efficiency

Service variance
under control
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Timely, professional service support
Time to information
Regional technical support
Aftermarket engineering
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Warranty process
– Database solution for fast action, follow up and communication world-wide

Technical support
– Local and regional support close to customer
– Central specialized technical support by product range

Technical support and warranty follow up
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First in Mind―First in Choice®
Time to competence
Time to information
Customer oriented

People
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Competence levels

Level III

Overhauls & Rebuilds

Competence gapsLevel II

Level I
Existing

Required

GAP

KNOWLEDGE SKILLS

Training

Experience
Certification

Basic Service Activities

Repairs
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Time to competence

Technical videos
– Product introduction
– Maintenance instructions

Interpersonal skills
– Professional attitude

Video website

– Difficult customers
– Upselling
– Body language

Value Selling videos

more than 200 videos
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Time to information

TIME
TO

CTS ‘on the Air’
CTS NewsflashWebinars

TO
INFORMATION

Global Business PortalCTS video website

Toolbox Meetings
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Superior customer value
Customer satisfaction

People

Service
excellence

Structure

O
pe

ra
tio

ns

Te
ch

ni
ca

l

M
ar

ke
tin

g 
Sa

le
s

Accelerate profitable growth
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Committed to
sustainable productivity.p y
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