
Hauzer is well known for our modular, flexible systems, where technologies can be added and removed 

to best suit our customers’ needs. Now, we are also embracing this modular principle in our service 

contracts. From one type of service contract, mostly based around a week-long maintenance session, 

Hauzer Customer Support is moving towards different styles and levels of service contracts. 

EMBRACING MODULARITY 
IN SERVICE
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CUSTOMER SUPPORT

Mix-and-match Support Modules

René van der Vegt, Hauzer Manager for Customer Support, says: 

“For these new service contracts, we put our heads together 

with some of our customers to find out what they think is most 

helpful in a service contract. Based on this feedback, we decided 

to introduce modules for five areas of service.” 

The new service contracts are modular and can be added for a 

year at a time. They are based around five topics: 

•  Support: this module has three levels and includes services  

    such as access to emergency stock, technical support by email  

    or phone (within and outside office hours), remote connection  

  support and a service-level agreement about how fast a  

   technician is dispatched for on-site support after an issue is  

    called in.

•  Training: with the training module, companies can purchase  

      Hauzer’s various training courses, on-site or at Hauzer. 

      For instance, our operator course, process engineer course, or  

    a  training course on customer-specific topics.

•  Maintenance: this module consists of either a 3- or 5-day  

    maintenance session, with an optional calibration add-on. 

Putting Our Customers Centre Stage

René adds: “With this modular approach, we are much better able 

to meet our customers’ needs. For instance, if a business has had 

a fairly large turnover in their operators, it makes sense for them 

to invest in the operator training course that year to help them 

get the most out of their machines. Next year, that company will 

have a good team of well-trained operators, so any new hires can 

generally be trained on the job.”

The same customer focus is behind the other modules.  

For a company with multiple coating systems, it is much less of  

a burden to shut a system down for a week of maintenance than  

it is for a one- or two-machine job coater. Different companies  

also tend to have different appetites for doing maintenance  

in-house or outsourcing it. With these new modules, every 

customer can choose the service level that fits their situation, 

business needs and budget.

 

    The 3-day maintenance session includes a functionality check  

    on many of your system’s functions. The 5-day maintenance is  

   even more extensive and includes small maintenance tasks     

  such as replacement of wear parts. During the optional  

   calibration  service visit, all power supplies will be calibrated  

    on voltage, current and power output, and the arc handling   

     and pulsing will be checked.

• Process: the process support module was designed for    

   companies that are looking to get more out of their Hauzer  

   machine. Whether you would like to move into a new area of  

   the market, troubleshoot complex process-related issues or  

  optimise your coating process to boost your efficiency or  

   productivity, Hauzer process engineers are available to help  

     you.

•  Analysis: this module is intended for customers who are   

    interested in data-driven analysis. Based on the system log  

    files of your Hauzer machine, our engineers will assess the  

       various alarms that have come up over time and advise you on  

         how to best optimise your processes, recipes and maintenance  

      schedules to reduce production times or prevent issues.

A Solid Start for Each New Machine

Of course, each new Hauzer machine is delivered under warranty, 

which means customers get the highest-level support module 

during the first year, free of charge. René: “That way, our customers 

can trust that the system is well taken care of, giving operators 

and maintenance engineers the time to build their familiarity  

with it.” Do you have any questions around the new service 

module concept, or would you like to discuss which modules you 

would like to activate for the coming year? Please contact your 

account manager. 

INCREASE OF TOTALLY SATISFIED CUSTOMER BASE COMPARED 
TO PREVIOUS CUSTOMER SATISFACTION SURVEY

71%
Customer Survey

In the last month, Hauzer has done a customer satisfaction survey, which we have started to analyse. You will be able to read 

all about the results in the next edition of Hauzer for You. So stay tuned!
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