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“Responsibility for Product,” “Responsibility in Business,” and
“Responsibility to Customer.” These are the main philosophy of
the Customer Support (CS) head office of Sumitomo Construction
Machinery set forth as the “three responsibilities”. Among these
three, the one CS head office thinks the most important is and
also the one they are putting most effort into is the “customer
service responsibility.” CS head office has started to support and
educate the overseas distributors and the main body of that
program is the SPP (Sumitomo Partnership Program) which
started in 2015.

This is a policy that both Sumitomo Construction Machinery
and our distributors took to improve the customer satisfaction
and by improving customer support, to make a virtuous cycle
with the customers. Head of the SPP project, Mr. Kawamura
says,

“Recently during meetings at our distributors, we are continuously
discussing about how customers’ demands for the quality of
customer support are getting higher. So, to improve our
customers’ satisfaction, I thought more effective support was
needed. That is a main concept of the SPP”

He has

stationed totally fourteen years abroad mainly in the United

Mr. Kawamura has a long experience in overseas.

States and in Europe. While he stationed overseas, he strongly

recognized in the importance of the local distributors’ customer
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To improve the quality level of service and contents that customers want,
Sumitomo Partnership Program (SPP) has started in 2015.
We interviewed Mr. Kawamura, Corporate Officer, Customer Support Div.
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Improve the quality of service and customer satisfaction!
What is “SPP”, the support and training enhancing plan?

support activities. This experience drove him to launch the CS
head office in Sumitomo Construction Machinery headquarters,
and he became the first Corporate Officer of CS, and started the
SPP program.

Utilizing SPP program, they measure the accomplishment of the
functions the distributors need to be a Sumitomo Construction
Machinery partner, and evaluate them objectively. The check
points such as maintenance and care before the delivery of our
products, are largely divided into eleven groups, and then CS
head office determines dealers’ performance.

“In the past, we could only determine the selling distributors
qualitatively, but now we can see the achievements by figures,
and common problems and challenges are easily recognizable.
Also, we can see strength and weakness of each distributor, so
by sharing them, we are able to improve and strengthen the after-
sales activities. As a result, there will be less troubles for the
customers, which makes the machine availability better and its
running cost lower.”

In the SPP program, our distributors submit several kinds of
reports each month to the CS head office. Based on that
performance, staff from head office visits the local distributors
twice a year to discuss and review to improve their service
activities. Also, they categorize the year’s achievement and give
grades to each category. If the grade is more than criteria set in
the program, the distributor gets “AAA”. At the beginning of
2015 when they introduced the SPP, only six distributors started
the program, but now five new distributors joined making total
of eleven distributors participating in the program.

Furthermore, CS head office is inviting our distributors from
overseas every year, to share success stories and problems of
each other and to decide what kind of support is needed from the
head office.

“I believe that the SPP, one of the tools or program as support
activities, is making our distributors activities better. More
distributors got AAA in the second year, some are investing
willingly to the after-sales services, and some are focusing on

educating the new service staff who actively visits customers to
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suggest services” says Mr. Kawamura showing confidence.

In the SPP program, there is a category of observing distributors’
service force improvement by assigning a trainer for each
distributor who organizes to train for their service team.

Every year in the autumn, CS Head Office organizes the “Global
Service Skill Contest.” Two best service mechanics are chosen
from each distributor taking service training program above, and
they participate this skill contest to compete with each other.

There are going to be ten distributors from all over the world
this year.

“In the CS head office, there are specialized staff in the Planning
and Training Team organizing this contest. New staff joined the
team in July and now three staff are working together. The team
is hoping to invite all the distributors to participate the contest
in the future. We are confident that our products are
overwhelmingly superior to the others. CS head office is willing
to make an effort to support aggressively and train our distributors
so the customers will be able to utilize their machines with more
comfort.”

“Customer Support Responsibility” that Mr. Kawamura is

promoting is making the Sumitomo Construction Machinery go

even higher.
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The key factors to gain trust from customers

PT. SUMITOMO S.H.I.
CONSTRUCTION MACHINERY SOUTHEAST ASIA.
Manager, Customer Support Group

Toru Karakawa
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In 2017, it has been 24 years since I joined Sumitomo (S.H.L.)

Construction Machinery. My first job was supporting technical
field service in Japan. Through 14 years of this activity, I learned
a lot from our valuable customers about the importance of after-
sales service as well as product quality.

From 2006, my responsibility expanded to Europe, Southeast
Asia, China and India market, and in 2013, I was assigned to
Customer Support Group manager of PT. Sumitomo
S.HI. Construction Machinery Southeast Asia, covering
mainly Indonesia and also other ASEAN countries and now I am
living in Jakarta, Indonesia.

The first mission which I decided after moving to Indonesia was
improving distributors’ mindset about the after-sales service
which our distributors in ASEAN countries had not taken very
seriously. First of all, I started to interview both the after-sales
service team and sales team of our distributors in Indonesia,
Thailand and Malaysia. I figured out that both teams had related
problems; for after-sales service team, “It is difficult to build up
trust with customers,” and for sales team, “One of reasons why
we cannot sale well is poor service response by after-sales service
team.” To be honest, inner miscommunication in the organization
seemed to unconsciously give unreliable impression to their
customers. Considering claims held by both teams, I found it was
necessary to realize closer communication between sales and

after-sales teams. To build bridge between them, I actively joined

distributors’ meeting and involved all of them for settling
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problems together one by one. Keeping up with this action, I
succeeded to integrate sales force and service force, and they
were able to work in close cooperation with each other. As a
result, we finally won the trust from customers at the point of
both service and product quality. As for Asphalt Paver business
which is rapidly growing up in the market these years, we have
been providing after-sales service as well. Our after-sales service
provides not only proper operating instruction but also “pavement
method” cooperating with our reliable distributors. By carrying
out our mission for customers, we resulted in drastically
decreasing troubles in the actual pavement work as well as
machine trouble.

Now I am struggling to organize a program and textbook by
recollecting actual trouble cases occurred before. At the same
time we are educating our distributors from the service skill
point of view. I am very sure that anyone can offer good quality
service with this program and textbook. Moreover, I will have to
tackle bringing up not a serviceman but “a service-adviser” who
can offer technical service together with wide range of proper
advices from how to solve troubles and to keep the machine in

good shape to ideal operation method, which is a key factor for us

to be trusted from customers.
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is a city made up of mixture of Western

and Oriental cultures. Today in the
city of Istanbul, Sumitomo Excavators are working at ongoing
construction site of the Istanbul Third Airport, which is said to
be one of the biggest projects ever in Turkey. Here at an important
project’s construction site, a fleet of Sumitomo Excavators consist
of SH700LHD-5, SH500LHD-5, SH480LHD-5, SH370LHD-5, in
total 16 units, are working with its high performance.

These machines are sold & delivered by TSM Global, our
distributor in Turkey, to the Orkun Group, a Turkish contractor
who are taking part in the project. Mainly, these machines are
working for the first step of the project, reclamation of the land

and organizing the fundamental infrastructure before the main

construction of buildings and run ways.
The tough point at the initial stage is that it must be completed
within a short period of time.

Therefore, excavators working in this project must be able to
speedily break through tough ground surface and load what is
dug up to trucks continuously arriving both right and left side of
the machine. This operation goes as far as 20 hours in a day, and
three shifts are set up for operators to take turns to cover the
long working hours.

What Sumitomo excavators are expected to have here is, a
speedy movement and high productivity to load to trucks
continuously without any delay.

When Seyfi Celik replied to a question, “what was the reason for

Evaluating SUMITOMO excavators at
the Third Airport construction site in Istanbul

msﬂs*”mun'\s’l?jmusﬂmmmu‘im‘iu L SO UN
naaswamuuuummmu "luunsaamuua

gouya uifiasilsznauduannnsHINNETUAR I TRIUETT

aziuanuazaziuaan Maxiululanalviiasuasuasddiuya

502 ATATUANRIVINIU ot amuﬁdaaﬁaﬁagiswdwmLﬁums
=1.|aaaumﬁmmoﬁmumaauma‘iaﬁuua donanleTndunioly
Tasensiuaiigaiiiaadiinludssmanss usanuinassiouas
Tasemsadnyuneiifindusauayilain Usznaudasauniu
SH700LHD-5, SH500LHD-5, SH480LHD-5, SH370LHD-5 FIU9
du 16 w30 mvlfidusmelsrdndawgoan

7iladidn Tnauaa (TSM Global) funudinuinauasisluilssned
asffluidadimihauazdndoadasdnsmariilinunquaasau
(Orkun Group) H3uaN&eya6iasa Kidusuativunnlu
Tasemsandail Taadulnaisauagdlatuwmariagrinouludu
fauusnaaslnsIns umslFuanwiuiuaznsdamsiasoasg

SUMITOMO NEWS vol.12

From left, Ichiro Shimada (Managing Director),
Ilhan Karadeniz (Chief of Board), and Taner
! Sonmezer (Chief Executive Officer).
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choosing Sumitomo excavators?,” his reply followed “High fuel
efficiency, digging power, fast speed, durability, and TSM'’s
twenty four seven after service and maintenance support.”

As shown in his answer, TSM Global had studied deeply to
analyze what the key factors for excavators are for this project.
Then they proposed suitable machinery options to Orkun with a
hundred percent operation and maintenance back up.

For example, TSM has placed a storage container for keeping
consumables and spare parts at the Orkun’s construction site in
the Third Airport. By doing this, they have successfully shorten
the work time loss required for machine maintenance, ie.
replacing filters and oils. In addition, as TSM endeavor to shorten

machine downtime, they have also placed 2 experienced

From Turkey

It is an excerpt from iGA HP.
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mechanics at Orkun’s construction site to respond to sudden
machine problems.

“Although we do have our own maintenance team, TSM Global
is taking deepest care of Sumitomo excavators as if the excavators
are their own children. And we really thank TSM Global for that.
Thanks to this high quality & intense service, we can concentrate
on the construction works.” “If we were to plan further machine
procurement, we'd like to think of purchasing Sumitomo
excavators from TSM Global.”

The words came out from Seyfi Celik is a clear praise for
Sumitomo Brand & TSM Global’s services.
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It is our great pleasure to introduce PT. Oscarmas as a sole
distributor of Sumitomo hydraulic excavator in Indonesia.
Founded back in 2007 and located in an industrial area of 30km
away east from center of Jakarta, PT. Oscarmas is a distributor
with heavy equipment whose product line-ups are hydraulic
excavators, wheel loaders, dump trucks and other attachments
and parts.

After PT. Oscarmas’s experience of sales and after sales service
especially for hydraulic excavators of another brand since 2009,
it was a great pleasure that the business relationship between
Sumitomo and PT. Oscarmas began from October 1st 2015.

Considering trend and market opportunities at that time, PT.
Oscarmas has taken common strategic actions to make the
presence of Sumitomo brand stronger in this industry by
establishing a subsidiary company which operates heavy
equipment rental business especially for wheel loader and by
establishing a retail sales finance company for end users of
various products of heavy equipment.

It is their clear company policy to serve local customers with
Sumitomo excavators and our after-sales service activity. In
addition, we wish to build an everlasting relationship with those
qualified customers. In order to realize this mission, we are in an
expansion phase of local branch network, machinery salesmen,
specialized salesmen for spare parts, mechanics and other HR

securing even though the market situation in Indonesia is

10 SUMITOMO NEWS vol.12
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expected to be severe.

PT. Oscarmas realized difficulties and obstacles that they may
face in the future. Because of the implementation of new
regulations for coal and mineral business by Indonesian
government, which makes us to shift to construction and earth
moving sector regardless of our previous dedication to mining
sector. However, PT. Oscarmas are absolutely ready to take this
chance to compete against other established brands of excavators.

As PT. Oscarmas is committed to SUMITOMO Construction
Machinery, they are very serious to attain ten percent (10 %)
share of the market or to attain 700 units in coming four (4) years.
They feel much supportive by Sumitomo for sharing our common
goal and activity all the time already implemented in depth in
just less than two (2) years' close cooperation and relationship

with Sumitomo in Indonesia.
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Giobal Topics

“Conexpo 2017”
“Conexpo 2017”

@ From March 7th to 11th, "Conexpo 2017", the biggest exhibition
of construction machineries in the United States was held at Las
Vegas, Nevada. From our group, LBX Company LLC, our
subsidiary company in the U.S., exhibited a lineup of the X4 series

from standard to special machines, and in addition to that, the

Link-Belt*

e 210X3E models designed for Latin America. Many visitors came

to the booth not only from the U.S. but also from Latin America,
leading to many promising business negotiations.

In addition, there was a display of a miniature excavator which
was made out of Lego blocks. This attracted the visitors’ attention

and effectively appealed our brand of Link-Belt.

@ sousudd 7 89 11 furaugiou “Conexpo 2017” daiflusu
usnvdudAzasdnsaumsnasfeiinafaaluanssausni 4a
furiananda Y5010 u5¥n waafivdnal (LBX Company) a1da
dodhnssvtasrasnlusnszausmiaiausainiasinssudna
4 935 (X4 Series) Usznavllmnniasinsinassiuliauds
Lﬂ%aoﬁnsiuﬁmmaww Fudviuleasu 210X3E laanuuuin
dmsunandsemaafuausmandis feidaunusuiuannuniys
"Lu'LﬁﬂaLawwo{ﬁ'mmnau%gam%mwhﬁu WANNNNRLAUDLNTAN
s doflaztinlilgnisiasngsAaridaunaadiduining
uannnfifefinmsuanandasyaaznadnivinannudaniald
(Lego blocks) msdauansiilafinaanuaulauassuulviinaula
1UUTUGRIA-LUAY (Link-Belt) aavisiatnvlena

e “Batimatec 2017
“Batimatec 2017”

@ From April 23rd to 27th, the international construction
exhibition, "Batimatec 2017 was held at Algiers, the capital city
of Algeria. It is a biggest exhibition in Algeria, with 1,190
companies exhibiting in 44,000m? area, and approximately 47,000
visitors came to purchase or to see the trend of the wide variety
of building material, scaffolds, and construction machines.

We and our distributor, STAD, exhibited SH480LHD-5, which
was well received and enhanced our presence in the market for
our large excavator model and at the same time promoted

Sumitomo brand.

@ sousuti 23 89 27 wenau fouudavduriiaiadinsaiu

o &

AsAa’sIvUNUNANG “Batimatec 2017”7 Iadiuiiiiiasuaallas
Wiaumalvaaslsamaunaaize daflusuuansdudiluaian

Tudsginaunaadna Taafiud¥nay 1,190 vsEninuLaaly 15y SIAD 9‘3"0Lﬂuejl,muq'mmwaamﬁmuamm‘s‘aﬁnsiu
Aui 44,000 as19wuas wasdeidauzuilsyuna 47,000 auun SH480LHD-5 d9launisnaviuatnvfuadaflunisuenada
Lﬁaeﬁ‘vau“saqumiﬁwaaaumﬁumnummf‘i’mﬁui’aqﬁaa{wa WWavzasusEnluaaiaiaiasuaizaunaine waagideifud
1951u uaviaTasdnsildlunisnaasie foflunsaaiasunususediniadnsae
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“KOMATEK”
“KOMATEK”

~—TSM

@ From May 3rd to 7th, "KOMATEK" was held at Ankara, the
capital city of Turkey. In the venue of 98,000m? not only
excavators but also large plants, cranes, and spare parts such as
filters were also exhibited. Our distributor, TSM Global, displayed
a booth of 2000m? and proudly exhibited the new Dash 6 series
model from 13t to 48t.

We were able to explain in detail to over 1,000 visitors about the
new Dash 6 models which had been improved in specifications,

performance, and design!

@ ousuni 3 89 7 waraan Lefinnsdngiu "KOMATEK” duvi
AT9uaIM Wasmaruaslsenansi uaaunidneuium
98,000 ans19tuns doliifluinomsiauanuaiaiauaay
winifu waidafiTsonuaualig) sy wazaynaneg 1y w3as
A529 INFAURAVEIY HunuITinguads Madiay Tnavaa
(TSM Global) "Lm"uﬁﬁuﬁ‘uum 2,000 63 19LUATLALIALRAY
1A3a93ns3u 6 (Dash 6 Series) s ann3u 13 fu &9 48 du

wldTanafaginaseandaalvuagidauaseuannnii 1,000
AwAEIAUTY 6 tzass deldwannisulsafonadnm o
Usgdnanalunisvinonu uwaznisaanwuy!

—— /GLOBAL

“AUTOSTRADA-POLSKA”

“AUTOSTRADA-POLSKA”

@ From May 9th to 11th, "Autostrada-Polska", the exhibition of
the leading-edge machines, was held at Kielce, a city in Poland,
three hours of drive away from Warsaw. This year was the 23rd
exhibition with the venue of an impressive size more than 30,000
m? in which over 418 companies from twenty countries were
witnessed, participating in the exhibition while the number of
visitors went up to over 14,000 people in three days.

Our distributor, ASBUD, and we exhibited the HA60C-8. We
welcomed more than a hundred companies to the booth which
resulted in a highly successful event. We will keep aiming for the

bigger share.

@ Gousiui 9 89 11 waraman laimsianuuandudiaiasing
Viuaie “Autostrada — Polska” iiasAaaiztulssmaTduausds
sonudanusInsatiusaannsnasualaaldnaniiassuiilag
fififlunsiauanensort 23 amuidaouizunalvaini 30,000
mMIes TusEnni 418 wsEnanndduilsemesngiseut
uaaerinwmugifanniufiinnnin 14,000 aumalusuiu
ASBUD gjunudnminauadisnuans ladnuaniiniasinggu
HAG60C-8 islasiausuusininanivilesasueiunifanuys
faindlunuiidssauanuadaatogednunis dosnasinmn
anuuiufialilasudinutamemsaaiaiuindusall
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ikone Chastle with it's catle tower
H with white walls, stands on a small
hill east of Lake Biwa, the biggest lake in
Japan. The construction started on 1604
and it took twenty years to finish, and it is
known to be among the best castles in
Japan. Although the national treasure
castle tower is only three layers and three
floors high, it has a beautiful atmosphere
with an elaborate design. The roofs are
especially eye catching with its diverse
variety. By putting Chidori hafu (gable) and
Kiritsuma hafu on the first layer, Chidori
hafu and Nokikara hafu with decorations
on the second layer, and the combination of
Irimoya hafu and Nokikara hafu on the

third layer, it attracts the visitors’ attentions.

Hikone Castle’s tower was moved and rebuilt from other
castle which tower castle was four layers and five
floors. Is has a history unigue to wooden architecture
which is easy to dismantle, transport, and rebuild.

1-1 Konkicho, Hikone-shi, Shiga
http://www.hikoneshi.com/jp/castle/

Also, the Zen temple style architecture
such as Katomado, a bell-shaped window,
and Mawaribuchi, a railing, add beauty to
its appearance.

On the other hand of its elegant appearance, Hikone Castle is know to be
a very practical territorial castle. The castellan Naomasa Ii was a
descendent of a warlord known as “Red devil of Ii”, and the family served
as Tokugawa’s spearhead for generations. Hikone Castle was built on the
front line to prepare for the attack of the biggest rival then, Toyotomi of

caene HMikone

Castle

.." - d
i]mma\u]ﬂmvlﬁimuunnmuuavaﬂamumnﬂﬂmmamma
'ﬂaﬂauﬂﬂmmu5ﬂullaummﬂu dlulsamisidsyiaenans

s

amﬁnunisﬂumﬂumnanﬂm 'ﬂa\ﬂumamﬁanau AUt
wazasolui
1-1 auAly dlalue-4 dng
http://www.hikoneshi.com/jp/castle/
Osaka castle. Visitors can see artifices for battles such as a big moat called
Oohorigiri, made by cutting the mountain ridge and a stone wall called
Nobori ishigaki thought up during the war in Korean Peninsula.

Having both elegance and practicality is the reason the Hikone Castle is

called a great castle.

Japanese castles are great sightseeing spots
symbolizing Japan’s architectural beauty.
Here are some castles you can visit

and enjoy the history of several hundreds

of years and the culture.
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There are two-storied
tower on both sides of
the gate, so it’s called
Tenbin Tower which
means scale tower. It
leads to the keep so it’s
a important gate and
 there is a deep moat

£ under the bridge.
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Popular Japanese cuisine is Sushi.
It's nice to eat authentic Sushi

in Japan, but wouldn't it be nicer
if you make it yourself?

Well there is a sushi restaurant
where you can enjoy

such experience.

sukiji Tamasushi is a well-established sushi restaurant which has
Tbeen in business since 1924. Its history is older than that of Tsukiji
fish market (which opened in 1935). This restaurant is giving sushi
making experience courses only for the travelers from abroad.

The lesson is about 90 minutes long. You wear a white coat like a real
sushi chef and stand behind the counter, to signal you are ready to
begin. What the real chef teaches you first is how to shape the rice. If
it’s too soft, it won't hold the fish, and if it’s too hard, the texture will
be bad in your mouth. It is best to gently hold it in your hands.

When the rice shaping is mastered, it’s time to put the fish on top.
Tuna and salmon are rather easy, and from there it gets harder, such
as egg, shrimp and sea eel.

“They are all called sushi, but depends on what goes on the rice, the
technique is different. Please experience the variety of the sushi world”
says the chef. The last one to learn is suehiro temaki, a kind of sushi
shaped like a trumpet that was created at Tamasushi. Then, the
visitors get to eat the sushi they make by themselves.

Miss Denise Delgado who came to Japan a week ago was surprised.
“I wanted to make Japanese cuisine while I was visiting, but I'd never
expected it to be so difficult!” Mrs. Patricia Flechilla was happy to
experience the Japanese culture. “The way they handle the rice so
delicately was so Japanese-like. It is so different from other country’s

way of cooking” she says.

Tsukiji Tamasushi (Harumi-dori-ten)
Tsukiji Tamasushi (Harumi Avenue Store)

Information@Address: 2-15-19 Tsukiji Chuou-ku Tokyo / Phone number: 03-
3541-0022 / URL: http://www.tamasushi.co.jp/english/ / reservation accepting
from 14:30 to 17:00 (Japanese only) / closed on Sundays and holidays / Price:
Standard course (9 nigiri sushi and sashimi etc.) 8,000 yen per person (about 71
dollar 1 cent), Premium course (standard course plus watching the demonstration
of cleaning and cutting of fish, and experiencing the making of vinegared rice)
13,000 yen per person (about 115 dollar 39 cent).

* Tax included. Reservations can be made from two people.

Lessons are in Japanese only. Please come with a interpreter.

J apanese
Experience
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@It seems easy to make sushi but in fact
it is difficult. The saying “it takes three
years to learn to cook rice, and eight
years to make sushi” explains the training
to be a sushi chef, and you would know this
is not too exaggerated.

@You wrap the rice with your hands to make
shrimp sushi. You learn to make eight kinds of nigiri
sushi and one temaki sushi.
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aiaya @ ey : 2-15-19 #A 4la-n Teufiu / nanwiaalnadwy : 03-3541-0022 / URL:
http://www.tamasushi.co.jp/english / n3984 asuaian 14:30-17:00 u. (Mudilu
wintiu) / Jatuariiaduaz Sunpaindannyd / 9107 wanaaaniasgiu (9 13 93 wazandd
4a%) 8,000 wusiaau (Uszana 71.01 avaansaniys) vangaswiiidun (WAngasunaIgu
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13,000 wuaaau (Uszaim 115.39 aaaa1sanigy)
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