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Ersa has a number of customer service/
support programs that are being featured 
at this year’s event. The first of these is the 
free Ersa-App that runs on iPads, tablets 
or your cell phone. Can you tell me what 
sort of information customers would get 
from the apps? 

We wanted to take the opportunity to show 
that not only do we build machines and 
tools but that service is also very important 
at Ersa. We have to support our customers. 
We have engineers, and we have operators 
on the line, and often we receive questions 
outside of normal office hours. 

With the app, when you download the 
Ersa-App you have a number of calcula-
tors that allow you to calculate cycle time, 
throughput and many other parameters, as 
well as total cost of ownership. It’s always 
updated with the latest information, so it’s 
a living app. 

So it actually helps you to optimize the 
process.

Yes.

Excellent. That’s a useful idea. Another 
useful idea is the Ersa Service-Card. Can 
you explain how that works?

This was a request from a customer, and 
I took his idea and said, okay we have to 
make a complete package around this. 

More and more industry customers—it 
doesn’t matter if it’s a small company or 
a bigger one—don’t have enough main-
tenance capacity, while the machines are 
becoming more and more complicated. So 
a customer asked us if we could provide 
him with a monthly service where we come 
every three months, clean up the machine, 
and make sure the machine runs. Then 
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the customer doesn’t have to worry about 
doing maintenance himself, or his mainte-
nance guy can call us and get immediate 
help. There are four different service level: 
Silver, Silver Plus, Gold and Gold Plus, and 
it depends on the kind of machine and 
how much work it’s doing. A machine run-
ning two shifts five days a week has differ-
ent pricing than one that runs 24/7. 

That makes sense. Initially this started 
out as a German initiative, but you’re 
rolling this out to Europe now, aren’t 
you?

Yes, we started it in Germany and are now 
offering it for Europe. When the whole 
baby will fly, let me say, then we will make 
the same for the U.S. and Mexico and also 
maybe for Asia.

Eventually it will become a worldwide 
initiative. 

Yes, but we have different areas and differ-
ent understanding, so we have to finalize 
this a little bit to adjust what we can pro-
vide, but the idea is really to go worldwide. 
We have worldwide customers, and every-
body has the same needs.

You also have a web shop. This is obvi-
ously a portal where people can go and 
get parts and information and other 
things. Can you elaborate on what’s 
involved in this?

We started the web shop one year ago for 
tools for our distributors. Then we received 
a request from our customers saying, “Hey, 
our second or third shift has to buy spare 
parts, but it’s complicated to get the right 
part.” We said okay, we’ll provide a web 
shop. We have 7,800 parts in it with pic-
tures and drawings. It’s very easy to find 
parts by drilling down by machine then by 
area or function within the machine. You 
can send us a request for parts, or when 
you are a customer and registered you can 
order directly or you can send us a note 
that the purchasing department will order 
this.

So if you’re a registered customer, your 
pricing is on the products, you see every-
thing?

Of course, yes. You see everything. In the 
next few months you will also get order 
status and tracking information, so you’ll 
know when our staff have packaged your 
order and you’ll get information from the 
forwarder about shipping status. Then you  
 

really have an update on when will your 
parts arrive.
 
That’s an alert system that gets built in 
that gives you the tracking number and 
exactly the location and status of the 
order.

Of course, absolutely right.

Training is also very central to what your 
customers need. There is always, espe-
cially in Asia, a high turnover of staff, 
and training centers are important. Can 
you tell us where you have your training 
centers and how this works?

Our major training center, with the most 
employees and engineers and with the 
most machines, is at the headquarters in 
Wertheim, close to Frankfort. Where we 
are located, we have about 10 to 12 different 
machines, and every day we have custom-
ers coming to proof these machines. But 
testing is not training. At the same time we 
have training every month. We have selec-
tive training, where we train only selective 
with customers and get feedback from 
customers. We have wave training, reflow 
training, printing, every month. This is one 
side, and then on the other side we have 
a real soldering school for hand soldering, 
where you can go for five days and after 
five days hopefully you get your certificate 
that you have done this. Not everybody 
get it. But this is another step to show “I’m 
approved for hand soldering.” We make the 
same for machines.

That makes a lot of sense. Following on 
from that, have ‘Software and Know How.’ 
Is this some sort of library that you offer?

We have a library, The first was a primer 
for hand soldering, then we have one on 
what is the different with lead-free and 
leaded soldering. The latest one what we 
have done is for stencil printing. It’s about 
80 pages where we describe how it works, 
what you have to do, what failures can be in 
there, what you have to do when you have 
this or that result. 

And the other part is software. We 
continually upgraded our software. For 
instance, we have a special software to con-
trol the selective soldering and this was 
in the past 2D and now have a 3D system 
with auto routing. That means you start 
whatever you want on your printed circuit 
board, you make your program for the 
machine, at the end you push the button 
and the machine will find the fastest way 
for production.

Ersa has a worldwide footprint. Can you 
explain where your technical centers are?

Our technical center is in Wertheim, at the 
headquarters. Then we have an office in 
the U.S., and we started our new office in 
Mexico on June 1st, where we have five ser-
vice engineers right now. We will upgrade 
this to eight, and we’ll have our own sub-
sidiary there. 

Where in Mexico?

Mexico City. We started in Mexico City, 
and maybe later we will have another one, 
but started in Mexico City.

Then we are in France, and in Asia we 
have different spots: we are in Hong Kong, 
Shanghai. In Shanghai we have also a demo 
room where we can show machines.

So quite an extensive footprint across the 
world. 

It’s global customers. We have customer 
from Germany that has production in Asia 
or in the U.S., where the decision is made 
here and then the machine is delivered to 
the U.S. or to Asia. It’s the other way around, 
too. It’s very important for us to be globally 
connected. 

Absolutely. You have to follow customers 
to the parts of the world where they do 
business.

Yes, this is our goal, and we look to provide 
not only service but a real support pro-
cess know-how, everywhere. The customer 
in the end has to make money with the 
machine, and the better he understands 
how the machine runs and how to make 
the machine perform faster, the faster he’ll 
buy another machine from us. 

That’s very true! Customer support’s the 
fastest way to make someone buy again, 
that’s for sure. Thank you very much, 
Rainer, for giving our viewers an over-
view of the very strong customer support 
you have here at Ersa. We look forward 
at the forthcoming Productronica where 
Ersa is going to launch— Can we say how 
many new machines?

Let me say a handful. We will have new 
machines—some machine upgrades, but 
really new machines. 

We look forward to that. 

—Trevor Galbraith
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