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Build the Confidence of Customers Through Team Collaboration
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Founded in 1999, Hangzhou ZhongYa Machinery is an intelligent packaging equipment manufacturer for liquid products with integration of
research , development, manufacture & sales. As industry benchmark in China, their machines are widely used in dairy, beverage, edible
oil & grease, seasoning, household and other industries. As key OEM customer, HangZhou ZhongYa contributes over one Million(USD) to
RA business in FY17 with procurement focus on motion control K5500, K6500, K5700.
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Hangzhou ZhongYa expect a reliable post sales support and quick response from Rockwell when they come across product quality issue.
They used to approach multiple RA contacts, such as BU, Sales, FQL, GOTC, CC, CSM to get solution. ZhongYa expect an improvement
from RA by a single contact window for prompt case tracking and end to end ownership. To avoid product failure, they are looking for

operational and technical guidance from RA with accurate data collection & analysis and RA expertise knowledge on product and process.
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At the assistant of OEM and sales team, Customer Care team assigned Jasmine as the single point of Contact to build a SPOC team
including sales/FQL/CSM/BU/GOTC and coordinate between the different department. She summarized all the post-sales requests, made
a quick action plan, followed up each tracker according to the tracking form of after-sales. At same time, she build a close daily contact with
customer via setting a web-chat group including the related people. She also updated and gave the response to customer via face to face
visit per month.
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The power of team work is infinite. We have driven the various department within the company to collaborate through SPOC project.
Customer has established the confidence in service capabilities of Rockwell and it laid a solid foundation to gain more business from
Hangzhou Zhongya in FY18. We would like to thanks the effort of all the related members, especially for Frank Zheng in sales team and
Martin Mao in OEM GOTC team.

Clearly we are on the right track to recovery with this account. Thank you for your continuous support at ZhongYa.
“” Mr. Romain Binand, the OFM Business Manager. said.
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Mr. Zhong Wei Shi, Chairman of ZhongYa, said- Thanks for quick response on the issue. You are faster than
the other Famous brand like Siemens and Omron.
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Please feel free to contact us if any questions ’(’A’ g
Nancy Feng Phone: 86-21-61288245| Ext:28245 Email: NFeng2@ra.rockwell.com ’
Casie Zhang Phone: +86-21-61288292|Ext: 28292 Email:czhang18@ra.rockwell.com co"%



mailto:NFeng2@ra.rockwell.com
mailto:czhang18@ra.rockwell.com

