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Oerlikon’s global Service Network combined with digital solutions:

Hybrid customer service is currently the
present and future
Remscheid/Neumünster, September 3, 2020 – in order to continue providing the best-possible
customer service throughout the manmade fiber industry during the coronavirus pandemic,
the Manmade Fibers segment of the Swiss Oerlikon Group has comprehensively adapted its
offerings to the requirements of all its customers across the globe. In doing so, it has developed – both for the present and for the future – a practicable, sustainable and attractive solution: hybrid customer service.

The range of customer services for the machines and systems of the Oerlikon Barmag, Oerlikon
Neumag and Oerlikon Nonwoven competence brands is broad and covers all customer requirements
throughout the world. The ‘Start-up Services’, such as assembly and commissioning for the products
that are continuing to be delivered during the coronavirus pandemic, are presently the greatest challenge. However, Oerlikon has excellent local service set-ups in its core markets of China, India, the
USA and Turkey. Customers in Europe are looked after by staff at the German sites. As a result, virtually all projects have been successfully carried out over the past few months despite the difficulties.
This was the case above all in China. Due to the travel restrictions relating to China, experienced construction site managers from Germany were involved by mean of videoconferencing, for example. “A
particular challenge for all parties – but well-mastered by our team together with our customers in accordance with the circumstances”, explains Wolfgang Ernst, Head of Customer Services and Service
Sales at Oerlikon Manmade Fibers.

Additional temporary staff on site
“Our local representatives provide support in those countries without own Oerlikon Service Station”,
adds Ernst. Collaboration during these weeks and months has been even more important and has
been going extremely well. And the locations in Germany have been providing Oerlikon Manmade
Fibers online training seminars and intensive customer care using Microsoft Teams and Skype. “Currently, we are recruiting additional local temporary staff on site from our extended Service Network,
training them – extensively online as well – and then bringing them together with local Oerlikon employees at the construction sites”, explains Wolfgang Ernst. To this end, ‘Start-up Services’ would
continue to be complemented by ‘Service Lifecycle Management’ services such as upgrades, modernizations, maintenance, servicing and repairs.

‘You have to be able to roll up your sleeves and touch the machines’
To the extent it is possible, Oerlikon is currently providing ‘Technical Services’ and ‘Advanced Services’ – where it is actually necessary to be present at the system with experts – using videoconferencing. “Here, there are of course limitations. You have to see, listen to and feel a machine. You often
have to roll up your sleeves and touch the machines to make improvements and increase efficiency”,
states the German engineer. However, customers are currently only rarely requesting so-called ‘performance checks’. Local concerns have, understandably, shifted elsewhere. But Oerlikon can carry
out analyses and optimizations of the processes, hardware and software to a certain extent by means
of remote access. Even before the coronavirus pandemic, the majority of the Manmade Fibers segment’s customer services were being provided – in collaboration with customers – in a digital, hybrid
form. “Because, generally, we additionally deploy experienced engineers and technologists from the
international Oerlikon network on site in order to provide the necessary services for all customers directly”, continues Ernst.

Supply chain up and running
There currently continues to be a reliable supply of Oerlikon Barmag, Oerlikon Neumag and Oerlikon
Nonwoven original parts. “At the start of the coronavirus pandemic, the supply chain was stable – and
it continues to be so. The logistics with all our partners across the globe are running smoothly”, comments the experienced Service Manager. Of course, Oerlikon’s customers can also place orders
online using the ‘myoerlikon.com’ e-commerce shop. Items are then swiftly dispatched depending on
the availability at our worldwide warehouses.
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Caption: Oerlikon’s local Service Stations are also attending to customers during the coronavirus
pandemic.

Caption: Online consultation and training are currently the order of the day.

Caption: The Oerlikon Manmade Fibers segment experts can also be virtually ‘on site’ during the
coronavirus pandemic by means of remote access.
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About Oerlikon
Oerlikon (SIX: OERL) develops modern materials, systems and surface technologies and provides
specialized services aimed at securing high-performance products and systems with long lifespans for
customers. Supported by its technological core competencies and its strong financial footing, the corporation continues its medium-term growth plan by implementing three strategic factors: focusing on
attractive growth markets, ensuring structural growth and expanding through targeted M&A activities.
Oerlikon is a globally-leading technology and engineering corporation, operating its business in two
segments (Surface Solutions and Manmade Fibers) and employing around 11,100 members of staff at
182 sites in 37 countries worldwide. In 2019, Oerlikon generated sales of CHF 2.6 billion and invested
more than CHF 120 million in research & development.
For further information: www.oerlikon.com
About the Oerlikon Manmade Fibers segment
With its Oerlikon Barmag and Oerlikon Neumag brands, Oerlikon Manmade Fibers segment is the
world market leader for manmade fiber filament spinning systems, texturing machines, BCF systems,
staple fiber systems, nonwovens and artificial turf systems and – as a service provider – offers engineering solutions for the entire textile value added chain.
As a future-oriented company, the research and development at this division of the Oerlikon Group is
driven by energy-efficiency and sustainable technologies (e-save). With its range of polycondensation
and extrusion systems and their key components, the company caters to the entire manufacturing
process – from the monomer all the way through to the textured yarn. The product portfolio is rounded
off with automation and Industrie 4.0 solutions.
The primary markets for the product portfolio of Oerlikon Barmag are in Asia, especially in China, India
and Turkey, and – for those of Oerlikon Neumag and Oerlikon Nonwoven – in the USA, Asia, Turkey
and Europe. Worldwide, the segment – with just under 3,000 employees – has a presence in 120
countries with production, sales and distribution and service organizations. At the R&D centers in
Remscheid, Neumünster (Germany) and Suzhou (China), highly-qualified engineers, technologists
and technicians develop innovative and technologically-leading products for tomorrow’s world.
For further information: www.oerlikon.com/manmade-fiber

