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TORNOS AT YOUR SERVICE
Satisfaction survey 2011.
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A first class after-sales service, for the most 

demanding customers in the world

Main results at a glance

Increased requirements

For the questions we had already asked,  

we noted that the our customers’ requirements 

were gradually increasing. At the same time,  

their level of satisfaction had generally risen.  

As an example, let’s look at the delivery time for 

our spare parts. The increased level of impor-

tance our customers have assigned to this factor 

reflects the pressure their customers are placing 

on them. This criterion received the lowest  

satisfaction rating in the 2006 survey,  

Almost 150 companies across 4 continents  

took part and returned the questionnaire - a real 

success story. Therefore we would like to  

thank all those who took the time to participate 

in the survey. We believe this success is due  

to the interest you have shown in our company 

and products.

The survey covered the same subjects and  

issues as those already surveyed in 2006 (after-

sales operations, spare parts, documentation  

and technical training). New subjects were also 

covered, including pre-sales support, the capacity 

for innovation and the quality of our products. 

Like the survey of 5 years ago, each question 

included two criteria : the level of importance and 

the level of satisfaction.

and we have done a lot of work on it since then. 

The result is that the average delivery time has 

been significantly reduced, while our customers’ 

satisfaction level has increased.

In addition to this result, our continued improve-

ment efforts have also been rewarded,  

with the majority of our customers now stating 

that our delivery times are better than those of 

our competitors. This serves as a reminder that, 

as in the past, we still need to remain creative  

in order to provide our customers with innovative 

solutions.

Encouraging results

In general terms, we can proudly reveal that  

of the 33 points covered in our survey,  

our customers consider us on average to be  

better than our competitors in 31. This  

recognition will certainly help motivate us in  

our future operations.

A final point to highlight relates to satisfaction 

levels. This does not vary significantly in  

terms of the subjects covered in the survey, 

receiving a score of 4 on a scale from 1 to 5.  

It is highly encouraging to be perceived in  

positive terms in all the areas covered in the sur-

vey. However, we must keep in mind that  

our customers are keen for us to continue our 

improvement efforts with the aim of achieving 

excellence.

A base from which to constantly

serve you better

In summary, as we have done in the past,  

we will analyse in greater detail the various data 

gathered from the questionnaire and take  

corrective measures in order to increase  

your satisfaction with our service. This is natural  

for a company like ours that is resolutely  

customer-focused.

Facilities available to contact Tornos  

when you need intervention from our 

Field Engineers (=FE)

Quality of the work carried out by 

the After-Sales technician

Cost of After-Sales Service operations

Delivery lead time after your order 

was placed

Level of expertise / skill  

of the After-Sales technician

Ability of our FE to repair  

your equipment with one single  

intervention (first call fix)

Time between your call and the arrival  

of the Tornos technician on site

The delivery lead times for  

Tornos machines

Quality of Tornos machines 

upon delivery

Tornos’ best performance Competitors’ best performance
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Conforms to the European CE / CEM Safety Standards
This document is based on information available at the time of publication. While every effort has been made to be accurate, the information contained herein 
does not purport to cover all details or variations in hardware and software, nor to provide for every possible contingency in connection with installation, operation 
and maintenance. TORNOS S.A. assumes no obligation of notice to holders of this document with respect to changes subsequently made. TORNOS S.A. makes no 
representation or warranty, expressed, implied, or statutory with respect to, and assumes no responsibility for the accuracy, completeness, sufficiency or usefulness 
of the information contained herein. No warranties of merchantability nor fitness for purpose shall apply.

Tornos S.A.

Rue Industrielle 111

CH - 2740 Moutier

Tel.	+41 (0)32 494 44 44

Fax	+41 (0)32 494 49 03

contact@tornos.com

www.tornos.com

Tornos Technologies

Deutschland GmbH

Karlsruher Str. 38

D - 75179 Pforzheim

Tel.	+49 (0)7231 / 910 70

Fax	+49 (0)7231 / 910 750

contact@tornos.de

Tornos Technologies

France

Boîte postale 330

St-Pierre en Faucigny

F - 74807 La Roche

s / Foron Cedex

Tel.	+33 (0)4 50 038 333

Fax	+33 (0)4 50 038 907

contact@tornos.fr

Tornos Technologies

Iberica

Pol. Ind. El Congost

Avda. St Julia, 206 Nave 8

E - 08403 Granollers

Tel.	+34 93 846 59 43

Fax	+34 93 849 66 00

commercial.tti@tornos.com

Tornos Technologies

Italia SRL

Via Cesare Pavese 21

I - 20090 Opera / MI

Tel.	+39 02 57 68 15 01

Fax	+39 02 57 68 15 230

italia.contact@tornos.com

Tornos Technologies

UK Ltd

Tornos House

Whitwick Business Park

Coalville

UK - Leicestershire LE67 4JQ

Tel.	+44 (0) 1530 513100

Fax	+44 (0) 1530 814212

sales@tornos.co.uk

TORNOS technologies 

(Shanghai) LTD

Hui Feng Creativity Garden

Feng Yu Building, 1-2F

No. 239, Xitai Rd, Xu Hui District

CN - Shanghai 200232 

Tel.	+86 21 6235 1235

Fax	+86 21 6235 1938

china.contact@tornos.com

Tornos S.A. Thailand  

Representative Office

7th Floor, 119/46 Moo8,

Bangna -Trad KM. 3 Road.

Bangna, Bangkok 10260

Thailand

Tel.	+66 2746 8840-1

Fax	+66 2746 8842

thailand.contact@tornos.com

Tornos Technologies 

US Corporation

840 Parkview Boulevard

US - Lombard, IL 60148

Tel.	+1 630 812 2040

Fax	+1 630 812 2039

info-us@tornos.com

www.tornos.us

Tornos Beijing Office

Rm.1706, Tower A  

Dongyu Office Building 

Jia #1 Shuguang Xili 

Chaoyang District

CN - Beijing 100028

Tel.	+86 10 5979 8583 

Fax	+86 10 5822 0483

beijing.contact@tornos.com

Tornos Technologies

Asia LTD

Unit 4, Ground Floor, Transport City 

Building

1-7 Shing Wan Road

Tai Wai, Shatin

N.T., Hong Kong

Tel.	+852 2691 2633 

Fax	+852 2691 2133

asiapacific.contact@tornos.com

Tornos Technologies Asia Ltd

Malaysia  

Representative Office

K-7-1, Lorong Bayan Indah Dua,

Bay Avenue, 11900 Pulau Pinang,

Penang, Malaysia

Tel.	+6 04 642 6562 / 642 6563

Fax	+6 04 642 6561

malaysia.contact@tornos.com

Tornos Technologies

poland Sp. z o.O.

Ulica Spóldzielcza 37/39

55-080 Katy Wroclawskie

Poland

Tel.	+48 71 338 56 18

Fax	+48 71 338 56 17

poland.contact@tornos.com

Tornos do brasil, Ltda

Av. Dr. Cardoso de Melo,

1470 Conj. 604

CEP - 04548-004 Vila Olímpia

São Paulo - Brasil

Tel.	+55 11 3045 6695

brazil.contact@tornos.com


