Customer Service Tips

Taking Customer Service
To A Higher Level ........cownmmsrs

Everyone talks about customer ser-
vice, but most companies only give it
their full attention when something
goes wrong......for example, when
there is the threat of losing a long term
customer. Palatek Inc., a fast growth
manufacturer of rotary screw air com-
pressors located in Michigan City, IN,
has taken a different approach. Ac-
cording to Steve Van Loan, CEO and
President of Palatek, “Our customers
consists of both our distributors and
their customers...if anything goes
wrong with one, it also goes wrong
with the other. For this reason if there

is a problem with one of our custom-
ers we jump through hoops to solve
it fast!

We’ve found there are a number
of benefits to this policy. First, if a
customer has a problem, he can’t have
it solved fast enough. In most cases
air compressors service production
equipment and/or tools... and when
air compressors are down, production
is down. For this reason it is costing
that company money and creating ag-
gravation. If we can cut this time to
an absolute minimum, the mainte-
nance personnel and management

will think better of us when they are
ready to buy their next air compres-
sor. Also we have found it is human
nature for maintenance managers to
talk about their troubles, especially
with their peers. If you can solve a
problem for one of these maintenance
managers fast he is likely to tell his
friends who may also be your poten-
tial customers.” Van Loan continued,
“This fast customer response attitude
is so important we make sure to se-
lect air compressor distributors that
teel the same way we do about cus-
tomer service.”

Fast Service From Equipment Distributors

Pays Off in Air Compressor Sales

Palatek’s
distributor, located in Boise, Idaho,

PneumoTech, Inc.,

is a good example of a company’s
emphasis on customer service. Garth
Sickles, President and General
Manager of PneumoTech has this
to say, “Taking good care of our
customers is the bottom line. Boise
and the surrounding area is a
relatively small town and one
unhappy customer can spread the
word faster than ten satisfied
customers. We don’t just jump
through hoops to solve our
customers problems, we bend over
backwards and I' ve found our extra
emphasis on service pays off time
and again.

“Simplot Meat Products, Inc. a
meat processor in Nampa, Idaho or-

dered a 75hp Palatek air compres-
sor several months ago. When we
installed the air compressor, there
was a problem in the control panel.
I contacted Steve Van Loan at
Palatek and listed the three parts 1
felt it might be. It could be a relay,

a transformer or another small part.
The next morning I got all three parts
FedEx’d to me. Van Loan said, ‘Take
the parts you need and return the parts
you don’t use.”” Sickles com-
mented, “We fixed the control prob-

lem and the air compressor is running
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75 hp Palatek Air Compres:

fine. There was no discussion of
P.O.’s, who’s going to pay for this, or
anything else...just get that air com-
pressor operating the fastest way pos-
sible. It’s this kind of customer rela-
tionship that keeps customers com-
ing back to PneumoTech and it’s one
of the reasons we like to work with
Palatek.”

The Warranty
Barrier in
Customer Service

Some companies use their war-
ranties to cover product profitabil-
ity problems and some use it to gen-
erate more sales. Sickles said,
“Some of our competitors drive cus-
tomers to us because of their war-
ranty policies. When a customer has
a problem, the last thing they want
to hear is, ‘It may not be under war-
ranty.” Also some companies put so
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Control panel for 75 hp
Palatek air compressor.

Nampa, Idaho.

many restrictions on their warranty
and if these restrictions aren’t fol-
lowed to the letter, the warranty is
useless. Some companies also use
their warranty as a sledgehammer
to force a customer to buy expen-

sive maintenance products. This

may help their short term profit
margin but this kind of high pres-
sure tactic eventually drives cus-
tomers away.”

Vern Winters, Purchasing Direc-
tor at Boise Cascade in Boise, Idaho
had this to say about warranties.
“We purchased a 150 hp Palatek air
compressor about two years ago.
We traded in a competitive brand for
the Palatek. We use the Palatek air
compres-
sor for
running
all our
corru-
gated
equipment
and the
printing
presses as

well as the

conveyors and diaphragm

pumps. Under the warranty agree-
ment with the other brand, the oil
was costing us $80 per gallon... like
24 carat gold. The oil for Palatek’s

. 150 hp Palatek air compressor at Boise Cascade, Boise, Idaho.




_ééhtrols on Palatek 150 hp air compressor at Boise Cascade.

air compressor is only $30 per gal-
lon, a major savings, plus the main-
tenance items are less expensive on
the Palatek and the service is fast.
We had a slow leak and that was
quickly fixed with no problem. We
also went through quite a few fil-
ters before we vented the air com-
pressor out the roof which solved
that problem. In the last two years
we really haven’t had any problems.
The Palatek air compressor is do-
ing a good job for us and they have
an excellent product warranty.”

Warranty...

Also A Factor in
Purchasing
Decision

According to Joe Toste, Mainte-
nance Supervisor for Simplot Meat
Products, Inc. in Nampa, Idaho,
“Palatek’s 5 year warranty was a
major factor in our company’s de-
cision to purchase two 75 hp Palatek
air compressors”

Toste said, “The best the other
three air compressor suppliers could

come up with was a two year war-
ranty. We put the air compressors out
for bid and the bid was close but
Palatek’s 5 year, full coverage war-
ranty definitely was a deciding fac-
tor. I would also have to say that
PneumoTech’s fast response service
was also a key factor in our purchas-
ing decision.”
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Service Within
An Hour

Toste said, <1 have never called
PneumoTech that a service rep
hasn’t shown up within the hour.
Garth Sickles knows how important
air compressors are to our produc-
tion. Palatek air compressors run
our lift stands, tray former, boxing
machines, Cryovac packaging ma-
chines, air knives, air saws, and
pneumatic ramps. One time I called
Garth and he got out of bed at 3:00
in the morning to bring out a por-
table air compressor. Now that’s
service I know I can count on. We
have owned Palatek air compressors
for over 2 1/2 years and they make
the finest air compressor on the mar-
ket and PneumoTech backs that up

with great service.”

PneumaoTech, ‘l.fhac,vpian and offices,
Boise, Idaho L

75 hp Palatek air compressor at Simplot Meat Products, Inc.; Nampa, Idaho.




No Name
Air Compressor

Selection Process

When Mike Johnson, Boiler and
Refrigeration Supervisor at Ore Ida
Foods, Inc., in Ontario, Oregon knew
he needed new air compressors for his
potato processing operation, he came
up with a unique selection process.

Johnson said, “PneumoTech had
supplied our firm with some plant
cquipment and responded to our
service needs. They recommended
Palatek air compressors, a name |
was not familiar with at that time.

I wanted to be as absolutely fair
as possible, so I selected three other
air compressor brands and listed all
the benefits and possible problems
with each product. Then T took off
the brand names so the engineers,
technical support, and management
people that would be making the de-
cision wouldn’t know which brand
they were selecting.

The criteria included:

¢ Simplicity of Operation
* Price

» Maintenance Cost

e Warranty Coverage

I am in charge of a lot of potato
processing equipment and I didn’t
want any air compressor that would
break down or cause us major prob-
lems in six months to a year. Plus,
the new air compressors have to run
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a considerable amount
of equipment that in-
cludes weight scales,
packaging machines,
control instruments,
control valves and
other equipment.

The equipment
committee selected
Palatek air compressors.
It boiled down to sim-

Mike Johnson, Boiler and Refrigeration Su

Foods, Inc., Ontario, Oregon.

plicity of operation, (the
Palatek has very few parts) price and
warranty. The group selected 2-150 hp
Palatek air compressors with 200 hp
motors. After nearly three years of
operation I have been very pleased
with the Palatek’s air compressor per-
formance. We had one small prob-
lem, and PneumoTech and Palatek
worked together to solve it very
quickly.”

Fast Service
Appreciated

Johnson continued, “T" ve worked
quite a few years with Carl Kunkel,
Curtis Kunkel and Garth Sickles at
PneumoTech and as they like to
say... they jump through hoops to
service customers fast. Their objec-
tive is always, get it fixed no matter
what it takes. Iappreciate this dedi-
cation to good customer service.
Plus, they are the most knowl-
edgable people I've worked with in
the equipment repair business.”

Two Palatek 150 hp_air'cdmp{essors at Ore Ida Foods, Ontario-,_'fOregon.

Control panel
on Palatek’s
150 hp air
compressor
at Ore Ida
Foods,
Ontario,
Oregon

Simplicity, A_
Major Benefit

Steve Van Loan said, “Many
times [’ ve had our Palatek custom-
ers tell us they have been very im-
pressed with the simplicity of con-
struction of our air compressors. The
Palatek rotary screw design has 33%
fewer parts than our competitors
which also mean 5-30% less cost.
Plus, the rotary screw air compres-
sor operates 100% of the time ver-
sus 70 to 80% of the time for recip-
rocating air compressors. There is
no need for a shut down period to
cool off. Add the most air with the
highest pressure and the smallest
footprint on the market and you
have the features that have more
than doubled Palatek’s sales in the
past 4 years. But, as good as all this
sounds, none of it would have been
possible without a dedicated com-
mitment to customer service.”

For more information contact:
Palatek, Inc.
3501 West Dunes Highway
Michigan City, IN 46360
TEL: 219-874-2497 FAX: 219-872-5043
Toll free:
TEL: 800-438-6203 FAX: 800 725-6203




