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The upside of uptime
It’s a fact of life that everything breaks down occasionally. But that doesn’t mean
that you should just accept it. Not only can things break less often, they can break
less seriously and for shorter periods. That is the thinking behind Volvo’s desire to
do everything in its power to minimize downtime and try to ensure that machines
are available for work. Volvo has always had a reputation for top quality, reliable
machines but we want to go a step further. In this issue we talk to Yngve Rosen
VP of Availability about this revolutionary new way of thinking that focuses on
what really matters to the customer.
New machine designs and the ruthless focus on production quality that is now
being applied at Volvo Construction Equipment will undoubtedly help decrease
downtime. We witness the rigorous on-going testing that our machines undergo
first hand in an article which also covers the importance of customer satisfaction.
There is also a great deal that can be done at dealer level. In Globetrotting this
month we visit Salorno, Italy, where good after sales service and support have
been key in keeping machines running and customers happy.
Improving the technical competency of those working on our increasingly
sophisticated machines is also a priority, as is encouraging the use of CareTrack
telematics system. In this issue, however we focus on the best of the best in our
coverage of the 2011 Volvo Construction Equipment Masters Final, where over
2000 technicians from 80 countries have competed for a place and the chance
to be crowned world champion.
It’s going to take a commitment from everyone – suppliers, factories, regions,
dealers and customers – if we are to hit our target machine availability.
But we all have a vested interest in its success –
almost no unexpected downtime.
This is my final issue as editor. But before I go to my new
post within Volvo Construction Equipment, I would like to
offer my thanks to all the people I have met during my years
on the magazine – for their support, their great stories and
especially their friendship.
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The Andes
How do you build a highway across the
Andes Mountains in order to provide
Colombia with a high speed link with
Venezuela? Innovative contractor MHC
has designed a solution that goes over,
under – and through – the mountains.
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You learn a lot in 71 years. Now into its fourth
generation of family members, MHC has become one of the most
pre-eminent highway contractors in Colombia. First established
in 1940 by current President Mario Huertas Cotes’ grandfather,
the company has a long track record of building roads, bridges,
tunnels and even dams – often in extremely hazardous conditions.
These dangers are not restricted to working in the mountainous
terrain that is typical of Colombia’s topography, but have also
included working in areas where the country’s guerilla groups
have their strongholds. But neither peril has held the company
back and it now boasts 900 employees and over $600 million
of contracts underway.
Providing much needed jobs and incomes.
The company’s workload is split 60/40% between
concession projects (where MHC takes a funding stake in the
project) and public work contracts. Although the company is a
general contractor, such is its reputation for overcoming huge civil
engineering challenges that road construction dominates the order
book. Rather than subcontracting large parts of the work, MHC
undertakes the entire project itself, using its fleet of 450 pieces of
mobile equipment. At 60 machines, Volvo equipment dominates;
Mr. Huertas has supported the brand since first purchasing six
second-hand Volvo 861 haulers in 1982. “Even though they are
now museum pieces these same machines from the 1970s are
still working and have over 60,000 hours on,” Mr. Huertas laughs.
“We never get rid of equipment in Colombia – the trick is knowing
where best to deploy machines as they age.”

“Even though they are
now museum pieces
these same machines
from the 1970s are
still working and have
over 60,000 hours on.”

The fourth generation of family members at MHC.

Conflict zone construction
Not only does the company have a well-considered
attitude to equipment, it is also adept at handling the sensitive
issue of working in remote and dangerous parts of the country,
where the notorious guerilla groups operate. “Building in a conflict
zone is not so difficult,” say Mr. Huertas diffidently. “You don’t beat
these people with bullets, but by providing better social conditions.
We are not a threat: the areas of Colombia we operate in are often
poor, and we provide much-needed jobs and incomes, as well as
buying local resources. So we are regarded by the guerillas as
helping the people and are left alone.”
With the security situation in Colombia now much
improved, there is a considerable ‘peace dividend’, with billions
of dollars of new construction projects underway. One of the
most ambitious is a 600km (373 miles) highway that will link the
capital city Bogota to the border with Venezuela. The existing
road is narrow, single tracked, steep and extremely slow going,
with average speeds of only 20km (12 miles) per hour. When
completed, speeds will rise to as much as 80km (50 miles)
per hour.
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MHC has won a $400 million contract to build a
140km (87 miles) stretch of this highway from Colombia’s eighth
biggest city, Bucaramanga, to Cucuta on the border. As if building
140km (87 miles) of highway wasn’t challenge enough, the
road also has to be built through the eastern part of the Andes
mountain range. Altitudes here range from 900m above sea
level up to 3,600m (12,000ft) and part of the project will be to
reduce the steepness of the roads to a maximum incline of 7.5%
(currently it is up to 18%). The road will be leveled out, thanks
to a series of bridges and tunnels that will not only shorten the
present route by 20km (12 miles) but also reduce travel times
from Bucaramanga to Cucuta from today’s six hours to a speedy
2.5 hours.
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MHC has taken full responsibility for the design and
construction management of the highway, including all bridges
and tunnels – a job made harder by the need to keep the existing
road open throughout the build. Several of the bridges are long
span – four are over 120m (394ft), while one is 640m (2,100ft)
with columns 80m (262ft) high, making it one of the tallest in the
country. The remaining eight bridges range from 40 to 100m (131
to 328ft) in length – and there are also over 1,000m (3,280ft) of
tunnels being constructed. At its peak MHC will have up to 1,700
people working at the site (there are currently 400).

“we are regarded
by the guerillas as
helping the people
and are left alone.”

Moving a mountain – on a mountain
To give a perspective of the task, over 350,000m3
(12,360,133ft³) of earth has to be moved per kilometer (per
0.62 miles) of road, making this an enormous earthmoving project.
Added to that, stabilizing the steep slopes of the road is also
crucial, especially so in Colombia’s rainy climate, where landslips
are commonplace. These same slopes put heavy demands on
the transmissions of construction equipment and the high altitude
requires adjustment in the treatment of the biodiesel (the use
of biodiesel is a must for government projects). Fortunately,
all MHC’s newer Volvos are protected by customer support
agreements that require local Volvo dealer Chaneme to provide
preventative maintenance, consumables and repairs, all conducted
on site.
Mr. Huertas has managed his family company through
some of the most difficult times in Colombia’s modern history.
Now with a full order book and his 28-year-old son Esteban
working as Managing Director for the Bucaramanga-Cucuta
project, the company is moving into its eighth decade and fourth
generation with a lot of optimism. This, combined with a sustained
recovery in the country’s economy after years of strife and
recession, creates a bright future for South America’s second
most populous country.
Text: Brian O’Sullivan
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INSIDE TRACK

Nayib Neme

A Spirit of Adventure in Colombia
SPIRIT9

“We signed the agreement with Volvo on the morning of 1st March 1980 – I remember this
date well, as later in the day I got married.”

Chaidneme Group has had a strong relationship with Volvo.

T

hanks to going out into remote territories
and serving customers – whatever the

risks – Volvo’s dealer in the South American country
of Colombia has not only survived the country’s
years of strife but positively prospered. Volvo Spirit
talks to Nayib Neme about his adventures.

Let’s face it: we all did
crazy things when we were young.
But there are probably not many of us
who, when sent by their father to visit
Sweden, come home having agreed to
buy six brand new Volvo articulated
haulers! That’s exactly what the
21-year-old Nayib Neme did in the
summer of 1979.

“The concept of articulated
haulers was unknown in Colombia
at that time and when I saw them
in action I was convinced they were
the future,” remembers Mr. Neme,
laughing. “But these machines cost
$45,000 each – which was a lot of
money – and I lost the courage of
my conviction on the way home. So I didn’t tell my father and uncle what I’d done
for months, but when the machines were ready to be delivered I couldn’t hide it any
longer. They were very cross with me! Eventually though, I convinced them it was a
good idea to not only sell these innovative machines but also to become Colombia’s
official dealer of Volvo Construction Equipment. We signed the agreement with
Volvo on the morning of 1st March 1980 – I remember this date well, as later in
the day I got married.”
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Customers value the excellent level of service supplied by Mr. Neme’s company.

“It was dangerous to go out to visit our
customers at their sites, but we had to do
it if we were going to convince people to
use Volvo.”

Mr. Neme is today CEO of Chaidneme Group,
one of the largest privately-owned companies in Colombia and
Mr. Neme himself has been named as one of the country’s 50
most influential people – with even the President of the country
asking for his advice. But despite the rounds of cocktail parties with
ambassadors, today’s success has not been won without a struggle.
The company was started in 1932 by Mr. Neme’s
father and uncle, both émigrés from Lebanon who traded in
rubber from the Amazon, textiles, shoes and buttons. But with
the world recovering from war, there was a severe shortage
of spare parts for cars in Colombia and the brothers saw an
opportunity to make components such as brakes and springs
themselves (this remains a large part of the business today).
One day in 1953 two tall blonde Swedish chaps walked in and

asked the Nemes if they would mind looking after two trucks
and one car for a few months. They worked for Volvo and were
trying to find a dealer to take on their franchise in Colombia – but
without luck. The brothers agreed and within weeks had not only
stored the vehicles but sold them. So they took on the Volvo car
and truck dealerships and so began an enduring relationship that
remains to this day. Chaneme – a subsidiary company – is the
official dealer for Volvo Trucks, Volvo Cars, Volvo Buses and
Volvo Construction Equipment.
Guerrilla warfare & drugs
Colombia’s reputation is still sullied by an association
with civil unrest and drug violence. Conditions in the country
have improved considerably, but it takes time for perceptions
to change. During the worst of the troubles, not only were lives
at risk, doing business in the remote areas of this mountainous
country was fraught with hazards.
“It was dangerous to go out to visit our customers
at their sites, but we had to do it if we were going to convince
people to use Volvo,” says Mr. Neme, who was in charge of the
construction equipment business in its early days. “My father was
worried that I might be kidnapped and at one point I had so many
people looking after me that if I wanted to go anywhere we had
to go in three cars.”
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“Our capital city doesn’t have an
interesting skyline, I’m hoping to help
give it one to be proud of.”

Miss Rhanda Neme (third from left) manages the Neme Foundation.

On one occasion Mr. Neme’s enthusiasm nearly got the
better of him. He’d arranged a customer demonstration to a group
of important potential customers from a gold mine. But his hauler
driver was sick so Mr. Neme (then aged 22) decided to jump in
and do the demo himself. “There was a river and I thought I could
just drive through it – so I did – and the hauler sank completely!
Luckily the customers just laughed, slapped me on the back –
and bought the haulers anyway!”
The construction equipment business soon blossomed
and new branches were opened around the country. But the
country’s economy was extremely fragile. “In 1994 we had a good
year and sold 174 machines,” says Mr. Neme. “But then we had a
political crisis and confidence plummeted – and in 1995 we didn’t
sell a single machine.”
Despite the tropical climate, the period of 1995 to
2002 was an ice age in the construction equipment business and
Chaneme sold only six new machines during that period, surviving
(just) on repairs and servicing – and help from its sister companies.
Thankfully, both the economy and the company are back in good
shape and Volvo leads the market in several product types, taking
a quarter of the total market.
Despite now being involved in several major projects in
Colombia, Mr. Neme is still passionate about Volvo and proud to
be the company’s representative. As well as playing tennis two
hours a day, some of his other activities include philanthropy,
through his family’s scholarship foundation for poor children – and
property development. A trained architect himself, he is currently
working with Sir Richard Rogers on the design of a major office,
retail and residential centre in downtown Bogota. “Our capital city
doesn’t have an interesting skyline,” Mr. Neme says. “I’m hoping to
help give it one to be proud of.”
Text: Brian O’Sullivan

The Foundation Neme charity established by Volvo’s dealer in
Colombia has helped over 1,000 underprivileged students to
go to university.
‘The only thing you can’t take away from people is what they have
learned in life’. It is this sentiment that lay behind Chaid Neme’s
decision 21years ago to establish a charitable foundation that
would give some of the country’s poorest children the chance of a
university education – and open up endless possibilities of a better
life. Mr. Neme, who died two years ago aged 96, was already an
elderly man when the Neme Foundation was established, but he
was keen to not only help individual students out of poverty, but
also help build a more prosperous and modern Columbia.
The foundation is now managed by Chaid Neme’s 29-year-old
great-niece Rhanda Neme, who, fittingly, is herself studying
for a master’s degree in marketing at the European School of
Economics. “My great uncle was passionate about helping improve
the lot of ordinary Colombians,” says Rhanda. “He believed that
being in business wasn’t just about making money; educating
the people and creating jobs were also primary purposes of an
enterprise. ‘We work for the people’, he would say.”
The sole stipulations of the
Foundation were that only
Colombians could receive grants
and just two courses were excluded:
business studies and law. “My great
uncle thought there were enough
lawyers already,” Rhanda laughs. “He
particularly supported medicine and
engineering and we still support those
principles today.” The other code of
the Foundation is that students have
to find some of the money for their
courses themselves, so there are no 100% scholarships on offer.
“‘What doesn’t cost you, you don’t value’ was another of my great
uncle’s beliefs,” says Rhanda.
Over 1,000 students have benefitted from the Neme Foundation
and there are currently 97 pupils studying first degree courses.
After a brief hiatus following Mr. Neme’s death in 2009,
scholarships resumed last year under Rhanda’s leadership
and the guidance of the Foundation’s board of five directors
– each member an influential voice in Colombia’s educational
establishment. The foundation is actively building alliances with
other leading organizations in the country and hoping to increase
the number of students supported each year.
“We are still working for the people,” concludes Rhanda.
“For some of our students it is their only chance in life.”
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VOLVO
LOOKING BEYOND

THE MACHINE
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2011 is an exciting year
for Volvo Construction
Equipment. That, though,
is only part of the
company’s focus. As ever,
it’s the bigger picture
that matters. Crucially,
2011 continues to be
an exciting year for
Volvo Construction
Equipment
customers
as well.

They have been presented with a string of new machine
launches right across the Volvo product range. Again, though, the
vehicles themselves are not the be-all-and-end-all. It’s what they
can do for their owners. It’s all about the solutions they provide.
Volvo Construction Equipment prides itself on having mastered
the skill of looking beyond the machine and focusing on the
bottom line and the business end of things. And that is certainly
where its new backhoes and excavators belong – at the business
end of construction.
BACKHOES WITH A BIG HEART…
The thing that immediately strikes you about Volvo Construction
Equipment’s new backhoes, the BL61B and BL71B, is the new
look. “Yes, it’s a sleeker, curvier, ultra-modern design,” says Global
Product Manager Michal Saczuk. “When I attended the March
launch at the earth-moving and building machinery exhibition
in Samoter in Italy, there was one phrase I heard over and over
again – ‘una bella machina’, a beautiful machine.” ‘Bella’, though,
only makes sense if it also spells better, says Saczuk. “And you only
have to get inside these new machines to see that that is exactly
what it does.”
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A PERFECT WORKING ENVIRONMENT
When Volvo Construction Equipment held preproduction customer clinics to ask backhoe owners what they
wanted from the new B-Series machines, the answer was clear.
“They were already delighted with the existing performance,” says
Saczuk. “What they wanted was a perfect working environment as
well.”
Which is why the BL61B and BL71B’s major
improvements center on the operator and the cab – or, as Volvo
would put it, the heart of the machine.
“The whole project team have been challenged to find a
better cab,” says Saczuk. “The cab volume has increased by 15 per
cent and the glass area by 30 per cent, providing market-leading
visibility. The seat location has been revised, the instruments
and controls redesigned. It’s more comfortable, more ergonomic,
reducing fatigue and thus improving operator efficiency and
productivity.

”changes were requested by
the market, we’ve listened and
we’ve delivered.”

Improved visibility with 30% more glass.

‘WE’VE LISTENED, WE’VE DELIVERED’
”These changes were requested
by the market, we’ve listened and we’ve
delivered.”
Perfecting the cab in
construction machinery is always a
priority, but particularly so in backhoes.
The machines are the industry’s ‘Swiss
Army Knife’, a combination of front-end
loader and rear-end excavator, requiring
operators to turn their seating position
from one function to another. The
concept simply does not work without the
room to operate efficiently.
The cab re-design has also
initiated improvements to the rear fender
(limiting mud debris on the windows),
the best on the market tool box and an
expanded 150-litre (40 US gallon) fuel
tank, while features like flow sharing
hydraulics, increased bucket rotation up to
205 degrees, combined single and double
acting auxiliary hydraulic line and new
attachments have increased the machines’
versatility.
Saczuk however, concludes by
returning to the heart of the matter. Volvo
design machines to fit with the owners
needs.

Cab volume has increased by 15%.

Little details matter, he adds.
“We asked operators what they needed
in their cabs each day, from items like
phones, lunchboxes and thermos flasks
to fire extinguishers and windscreen

de-freezers. Then we ran some tests with
competitors’ machines. Unlike the Volvos,
there wasn’t enough internal storage space
to take half of it.”
… AND EXCAVATORS WITH REAL BITE!
Volvo’s crawler excavator
designers and engineers have been
wrestling with the toughest of questions
in the run-up to 2011 - would it really
be possible to produce a more powerful,
safer and more environmentally friendly
machine than they had done before?
“Their answer is yes,” says
Global Product Specialist Michael Luy,
“and it’s called the D-Series.”
EC380D and EC480D, as well
as the EC340D produced specifically for
the demand of selected markets (United
States), are the first of the class to roll
off the production line. “As a next step,
the EC250D and 300D will follow their
bigger brothers,” says Luy.
A newly developed D13
engine, complying with the world’s
toughest emissions legislation (including
Stage IIIB in Europe and Tier 4 Interim in
North America) is at the heart of the new
improvements.
UPTIME AND PRODUCTIVITY
“Environmental care is
one of our core values, so we’re very
pleased,” says Luy. “Cutting emissions
while at the same time increasing
power and performance seemed almost
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impossible but we’ve done it, through high-end
technologies.
“It’s not just about the engine.
Uptime and productivity are the strength of
these machines.”
Luy highlights improved hydraulics,
feeding into superior boom-down speed and
bucket speed. “That translates into shorter cycle
times, which is pure money for your business.”
“And, of course, there’s the superior
operator environment – our standard rear-view
camera makes the jobsite much safer - the
well-placed service access points and the
continuously improving quality of the
machine’s construction as a whole. “The new
D-Series are spearheading a whole new level of
excavators,” he says. “The market wants
machines that are environmentally friendly,
highly productive, safe and well designed. This
is Volvo’s answer.”
The new D-Series has superior boom-down and bucket speed.

“Uptime and productivity
are the strength of
these machines”
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Text: Tony Lawrence
Availability of machines in some markets
may differ. Please contact your local Volvo
Construction Equipment dealer for details or
visit our website at www.volvoce.com.

SPOTLIGHT

Machine Availability

Ready, willing...and available!
SPIRIT17

“We already have a reputation for reliability. But being good does not mean
you cannot get better.”

A

Yngve Rosen, Vice President Product Availability.

sk for a meeting with Yngve
Rosen and you can be sure

of one thing. He’ll do everything in his
power to make himself available. But
then, what else would you expect from
Volvo Construction Equipment’s Vice
President Product Availability?

It’s a new job title and a new role, Rosen
explains. As for the company, it represents a new way of
thinking.
“Focusing totally on machine availability
represents a fresh approach for us,” he says. “Volvo has
always had an excellent reputation for producing topquality, reliable vehicles. This, though, is all about taking
the next step.”
“Before, we concentrated on machine quality
and failure frequency. ‘Availability’ means more than that.
It takes into account not only the number of failures and
breakdowns but also the length of time a machine is out of
action. That, after all, is what really matters to our customers
– downtime. That’s what affects their businesses.”

CLOSER TO CUSTOMERS
“By adopting this measure, we wanted to get closer to the impact of failures
on our customers and our dealers. Yes, we already have a reputation for reliability. But
being good does not mean you cannot get better.”
The change in approach followed Volvo Construction Equipment’s major
strategic review, entitled “Fit For The Future”, in 2009. Before then, says Rosen, the
company did not measure availability, or uptime. Most of the reliability statistics it
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Better back-up will ensure customers get back to work as fast as possible.

“Focusing totally on machine availability
represents a fresh approach for us.”

collected were also confined to the one-year warranty period (or a
machine’s first 2,500 hours of operation).
Retrospectively it was established that, on average,
Volvo machines were available to their owners for most of the
time. The small downtime consisted of unforeseen breakdowns,
failures (although vehicles can often still function following a parts
failure) and scheduled preventative maintenance.
“The decision was taken to try and maximize
availability by the end of 2012, while also trying to extend our
focus beyond a machine’s warranty and across the life-cycle of the
machine. It’s not just the first year, after all, that customers care
about.”
MAJOR ADVANCE
The rise may not seem immediately significant. But, as
Rosen explains, it represents a major advance. “It means improving
everything, from the design and production of our machines on
the one hand to the quality of parts procurement, diagnostic
systems and the efficiency of after-sales services. It’s very crossfunctional – people all over the company will contribute to this.”
“Better hardware will, of course, mean better machines.
Better diagnostics will mean discovering problems more quickly,
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as well as uncovering patterns of failure which can be eliminated.
And better after-sales back-up will ensure customers get back to
work as fast as possible.”
Downtime in the construction industry is, of course,
inevitable. Volvo’s machines, such as excavators, wheel loaders and
articulated haulers, are designed to work in extreme conditions
and over the toughest of terrains. Breakdowns - however rarely
they occur - failures, wear-and-tear and servicing come with the
territory.
Minimizing DOWNTIME
Similarly, though, that does not mean that downtime
cannot be minimized.
Val Ledden, Managing Director of Volvo Construction
Equipment UK, is fully in tune with his customers’ requirements.
“We’re at the interface with customers and see things from the
distribution perspective,” he says. “To support our customers
fully, it’s vital we get our staff training right, throughout the
organization.”
“That stretches from the administration office, capturing
the customer’s phone call or the CareTrack input that reveals an
error code on a machine, through to the field technician who must
have the right skills, parts and tools to get the job done.”
“This initiative will present us with a challenge and
stretch us in terms of competency development. But it’s one
we welcome.”
EXCELLENT CO-OPERATION
Rosen agrees that Volvo Construction Equipment’s
dealerships have a critical role to play.
“Focusing on availability highlights the importance of
excellent co-operation between Volvo dealers and customers,”
he says. “A lot rests with the dealers. They need the right service
organization, fast reactions and good diagnostics. Volvo needs to
support them in this.”
In reality, of course, every machine and every customer
will experience different levels of downtime due to different
workloads and hours of operation. Similarly, downtime can mean
different things to different customers. “In some situations, the
consequences may be slight. In others, they can be really tough.
Take a paver full of asphalt, for instance, which breaks down
unexpectedly. As you can imagine, that customer then has a
big problem.”
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“To support our customers it’s vital we get
our staff training right, throughout the
organization.”

“I also met a customer recently using wheel loaders to
fuel old material into a burner to help heat a town. They were
working 24 hours a day, seven days a week. If those machines
break down, you immediately have 100,000 very unhappy
inhabitants. In general, unplanned breakdowns cause the biggest
problems for customers and we’re focusing on reducing any
downtime that occurs.”
Availability, Rosen stresses, is “a lifetime engagement
with dealers and customers - a complete undertaking. It is a new
way of thinking and a new way of working. It gets us closer to our
customers.”
“It’s very exciting to come into an area where no one
has been before, because you see so many things which can be
improved. As far as I’m concerned, it’s not a case of ‘if’ we hit
target. We will hit it.”
Text: Tony Lawrence

THE CUSTOMER SATISFACTION SURVEY –
TODAY’S ROUTEMAP TO TOMORROW’S
IMPROVEMENTS
There can be few people
who know more about
how Volvo Construction
Equipment’s customers
feel about their machines
than Tony Andersson and
Linda Hoff.

As Global Director for Processes
and Core Value Management in
Sales & Marketing, Andersson
has during 8 years overseen the
company’s satisfaction surveys, which
provide a crucial insight into Volvo
Construction Equipment’s strengths
and weaknesses as perceived by
customers and dealers.
The surveys also contribute to Volvo’s
availability initiative, providing customer
views and statistics on uptime as well
as highlighting problems that need to be
tackled.
“We have three sets of studies
relating to customer satisfaction,” says
Andersson. “There’s the Customer
Satisfaction Survey (CSS), the
Dealer Satisfaction Survey (DSS) and
Competitive Satisfaction Survey (COSS),
comparing the satisfaction of Volvo
machine owners to customers owning
competitor machines.”
INCREASING SATISFACTION
”The Customer Satisfaction survey dates
back more than 10 years. The good
news is that the satisfaction trend is
steadily up.”

The CSS is conducted continuously,
says Linda Hoff, Global Market Research
Manager, with responses collected from
12,000 customers annually in around 50
markets worldwide.
“It’s split into two parts – measuring
purchasing and ownership experience,”
she says “The first is conducted a month
after machine delivery, when we get the
customer’s first feedback on things like
how the machine looked on delivery,
whether the documentation was in order,
whether delivery was on time, etc.”
“The second survey comes after a year
and provides information on how the
machine has performed and whether
the customer is satisfied with the uptime
support and the contact with the dealer.”
The data from all the studies, which also
include a Brand Track Study comparing
Volvo with its competitors, is then
collated in a series of regional and
global reports.

KEY PERFORMANCE INDICATORS
“These reports, and the key indexes
within them, help monitor several of the
key performance indicators used within
Volvo Construction Equipment and its
dealerships,” adds Andersson. “Many
of the questions asked are relevant to
machine availability and how well we
deal with breakdowns and failures.”
“There’s a lot of detail. You can review
results by dealer, country, sub-region
or region, as well as by machine type
or even specific time frames relating to
product launches.”
“We measure the same thing over and
over again, then drive though
improvements. People within the
organization can see it makes a
difference, not just by highlighting
problems but also by highlighting good
practice which can be shared across the
company. It also improves our
partnership with dealers while giving us a
common language and a common way
of measuring our effectiveness.”
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It’s All Style and All Substance
for Volvo’s Award-Winning
L220G Wheel Loader
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Everyone knows that good looks matter. It’s how you make
that all-important first impression, after all, whether on a date
or at a job interview. So the fact that Volvo’s sleek new wheel
loaders look so ultra-modern and stylish was clearly vital when
they were represented at the prestigious ‘red dot’ industrial
design awards earlier this year.
The L220G duly beat off its competitors to win the
globally-recognized prize.
But, explains, Stina Nilimaa Wickström, Design
Director at Volvo Construction Equipment, good looks aren’t the
whole story. Indeed, they’re not even half the story. Because wise
people don’t stop at first impressions – they look again, in search
of substance to back up the style.
“The red dot jurors base their selection on 12 criteria,
with each being awarded points,” says Nilimaa Wickström.
“The design of your entry must, of course, look awesome - that
goes without saying. But they also consider other factors, such
as whether it’s intuitive and easy to use. There’s the ergonomics.
They even look at how environmental it is – which, of course,
is very Volvo, since it’s one of our core values.”
“So it’s not just about looking good. It’s about the whole
picture and whether a machine delivers what it is designed to do.”

A DESIGN THAT DELIVERS
And while judging the vehicle category, covering a wide
sweep of entries from cars to trucks and buses, the jurors clearly
agreed that the L220 G-Series does just that – it delivers.
The red dot panel, based in Essen, Germany,
considered 4,433 products from designers and companies based
in 60 countries. There were 15 categories, varying in size and
complexity from paper clips to wheel loaders.
Some of the L220G’s attributes – like the upgraded
hydraulics, feeding into a 10 per cent increase in breakout force
and 20 per cent additional lifting force, in turn producing bigger
bucket loads and faster loading times – may not have been on the
jurors’ list of considerations. The same is probably true of Volvo
Construction Equipment’s installation of OptiShift as standard,
cutting fuel consumption by up to 15%.
But the reworked 13- liter, six-cylinder turbocharged
V-ACT engine, featuring cooled gas recirculation and a particulate
filter with active regeneration and complying with Stage IIIB
(Europe) and Tier 4i (US) emissions legislation, certainly caught
their eye.
It wasn’t just a matter of Volvo having restyled the
vehicle to accommodate a larger engine, though. The engine hood
was redesigned, tilting open from the rear and making the engine
more accessible and easier to service and maintain. This was further
enhanced by the engine filters being repositioned together.
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In terms of safeguarding sight lines, we’ve managed very well
compared to our competitors.”
More than 1,000 guests from the world of design,
industry, society and media celebrated the award winners in
Essen’s opera house, the Aalto Theater, in July. The Volvo L220G
wheel loader then went on display during a four-week special
exhibition in the red dot design museum, located at the Zeche
Zollverein Coal Mine Industrial Complex in Essen, a world
heritage site and housing the world’s largest permanent exhibition
of contemporary design.

“Despite this success the most
important jurors for us are our
customers. Ultimately, they are the
ones whose vote we really want to
win. They decide.”

Professor Dr. Peter Zec, the initiator of the red dot
award which has been running since 1955, best sums up what
constitutes a winning design.
CUSTOMERS MATTER!
“As always, our jury cast a very careful eye over
the products submitted. Design quality asserts itself clearly in
the judging process, with genuine and new creative solutions
being rewarded too,” he says. “Both of these criteria are not
just yardsticks for good design, but also for the potential for
market success.”
When it comes to market success, concludes Nilimaa
Wickström, there is only one group of people who really matter.
Despite the constraints, the design team succeeded in securing the vehicle’s excellent operator
visibility, thus contributing to another of Volvo’s core values: ‘safety’.

VOLVO’S TRUMP CARD
“Yes, the engine had to be redesigned to meet the new
standards,” confirms Nilimaa Wickström, “and with the engine
compartment increasing in size, it was a big challenge to maintain
some of the key features of our wheel loaders.”
One of those features – a Volvo trump card – is the
industry-leading cab. “Despite the constraints, our design team
succeeded in securing the vehicle’s excellent operator visibility,
thus contributing to another of our core values, namely: ‘safety’.
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“Volvo won the red dot with its last generation of
articulated haulers and we’re very proud of keeping up our
tradition of leading from the front when it comes to design,”
she says. “This award is an honor for the design team behind
the L220G. We have been standard-setters for 10 -15 years and,
while the competition is getting tougher, this illustrates that we’re
still in the lead.”
“But despite all this, and despite the fact that we
will market this success, the most important jurors for us are our
customers. Ultimately, they are the ones whose vote we really
want to win. They decide.”
Text: Tony Lawrence

GLOBETROTTING

Salorno, ITALY

Keeping machines running and available.
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“The customer should be aware that he can always count on you.”

Konrad Schwienbacher praises Volvo’s values and loyalty.

I

n a competitive market, the ability
to keep machines running and

available for use is essential. For that to
happen, it is crucial that customers are
given the support and after sales service
they can rely on. These are lessons that
Konrad Schwienbacher, the founder and
owner of Tecma Service, based in Salorno,
Italy, has preached for many years.

The machines and services he
sells are put to relentless use in the porphyry
quarries of that region, so his reputation and
business depends on being constantly available
to help his customers should any problems
arise. His ethos has always been clear: make
the maximum effort to help the customer, stay
close to them, keep in regular contact and visit
them as much as possible.
He cites as an example of good
service the time he drove a 400km (249
miles) return trip from Salorno to Bologna on
a Saturday to pick up a hose for a customer
who wanted to get his machine back to work
on the Sunday. “The customer should be aware
that he can always count on you,” he says. “The
objective should be to visit all your customers
personally and give them good advice on how
to better use their machines.”

Konrad had always dreamed of
owning his own company, and got the chance in 1985 after spending 17 years working
for Volvo BM. With Volvo’s help he set up Tecma, which he now runs with his three
sons. The relationship he forged with Volvo began in 1968, when he was a trainee in
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Tecma Service, based in Salorno, Italy, was set up with Volvo’s help.

“I recommend to anyone that they invest
in professionalism. This means having the
right equipment, as well as a workshop
and service vans equipped with the
necessary tools.”

the only Volvo Truck workshop in Italy, has deepened and grown
over the years.
Dedication
Along with the quality of the machines and the
support he receives, he also praises Volvo’s values and loyalty. He
tells the story of how he once had to miss the Christmas dinner
Volvo held each year for its customers and associates because of
family commitments. Afterwards, he was told that next year the
firm would provide babysitting for him and his wife so they could
make the meal. He hasn’t missed once since.
But it is his dedication to good service and forging
cast iron links with his customers that lay behind his company’s
success. He is a passionate exponent of support and good service.
“I recommend to anyone that they invest in professionalism.
This means having the right equipment, as well as a workshop
and service vans equipped with the necessary tools. You also
need to pay attention to the small details. For instance going to
the customer and being polite, don’t park the service van in the
middle of their facilities, don’t go there in dirty overalls, that sort
of thing.”
While he extols the traditions and culture of
Volvo Construction Equipment, Konrad also praises the firm’s
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Saving money by keeping machines up and running.

innovations and commitment to research and development,
all of which he works hard to stay abreast of. Non machine
related products such as the Customer Support Agreement and
CareTrack have given him the chance to offer his customers an
even better service, increase and improve the life cycle of their
machines and keep downtime to a minimum.
“I’d urge service teams to promote the Customer
Support Agreement,” he says. “Based on my experience, the
customers appreciate them because of the reassurance they give.
They just have to think of their business and we do the rest. The
technology applied to Volvo earth moving machines is excellent,
and only an appropriate maintenance program can ensure that all
the benefits of the technology will be kept unchanged during the
operating life of the machine. You can save a lot of money by
keeping a machine up and running in the most efficient way, and
that’s best done by a CSA.”
“I also strongly believe in CareTrack. It is a good
tool for the workshop because it can help us better plan the
assistance and know in advance what work we have to do on the
machines. Volvo has developed the technology on its machines
to an incredible extent, and it is the task of each service company
to assist the customer and ensure they can take advantage of this
technology and get the most out of their machines.”
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Great importance is placed on technicians and service training.

“CareTrack and Customer Support
Agreements help keep downtime
to a minimum.”

Konrad also invests in training, knowing his service
team is only as good as the technicians he dispatches to support
his customers. “We place great importance on training our
technicians. In Tecma if we count both the training on-line
(Compass) and participation in organized training sessions on the
machines, we estimate our technicians undergo about 80 hours
training a year.”
Text: Dan Waddell

o
v
l
o
V
Why
s
e
h
s
i
l
re
t
u
p
g
n
i
e
t
b
s
e
t
e
h
t
o
t

SPIRIT29

Rigorous, on-going testing is part of the company thinking.

Imagine wanting to play great golf
but not bothering to practice. It
sounds absurd. But there are plenty
of golfers who do just that.
Now imagine a manufacturing company wanting to
create great products but being reluctant to put in the necessary
pre-production testing. Again, that would be absurd. But there
are indeed companies which seem to view testing more as an
expensive, time-consuming hindrance than a help.
Such businesses, however, are rarely characterized by
long-term success.
Volvo Construction Equipment, a leader in its field
and dating back to 1832, relishes its testing protocols as an
opportunity to guarantee producing the best machines possible.
And that means the best machines possible from the customer’s
perspective, as well as from the company’s.
Rigorous, on-going testing is part of the company
thinking. To be truly effective, it can never be kept within four
walls, let alone kept in-house.

SPIRIT30

GREENER, MORE PRODUCTIVE, MORE POWERFUL
Volvo Construction Equipment’s new state-of-the-art
G-Series wheel loaders are a case in point. It is no coincidence
that they are the greenest, most productive and most powerful
machines yet produced by the company.
Right from the digital design phase, the company
looked to establish a new, cross-functional way of working to
ensure a successful outcome.
“We decided, at an early stage, that we wanted all
the areas of responsibility to be represented during the digital
design phase,” says Michael Bergström, a production technician
at the Volvo Construction Equipment plant in Arvika.
“Manufacturing, design engineering, marketing, purchasing and
customer support – they have all been involved and contributed
to the development process.”
That process went through multiple stages, from
initial consultation and design to the building, testing, re-building
and re-testing of prototype machines. In all, there were four
project builds, with the final one – when eight machines were
assembled on the line during a week – taking place in November
2010 at the production plant in Arvika, Sweden.

DIRECT FEEDBACK
“We received direct feedback on the products’
development and could see how the machines were developed
every time one of them was assembled,” says Bergström. “In
addition to improved ergonomics, ease of operations and fuel
efficiency, the service technicians have been able to influence the
design of the machines in terms of service and maintenance.”
Working cross-functionally, though, presented a
challenge. With the company’s various key functions and
personnel spread between the Swedish plants of Arvika, Braås,
Hallsberg and Eskilstuna, many meetings and discussions had to be
carried out through online conferences.
Vehicle testing was taken ‘out of house’ when
prototypes were put into the hands of Volvo customers working
on real job sites and in real, day-to-day situations.

“Manufacturing,
design,

engineering,
marketing,

purchasing

and customer

support – they
have all been
involved and

contributed to

the development
process.”
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CUSTOMER SATISFACTION
Despite the value and sophistication of Volvo
Construction Equipment’s in-house testing, via virtual reality
simulators, bench testing and company test tracks, much of the
best and frankest feedback comes from customers who will later
have to rely on the machines to make a living.
That feedback was then fed back to the design and
production team, resulting in further improvements guaranteed
to increase customer satisfaction on the one hand, while reducing
future warranty-related costs on the other.
Stefan Frilund, from the Sibelco Nordic sand mine in
Baskarp in Sweden, was one customer selected to test and report
back daily on the new G-Series.

“We operated

the machines

Volvo relies on frank feedback and brutally honest opinion.

to everything, from the color of the driver’s seat to comfort and
technical details related to the engine. The aim is to identify
failures and solve them before the start of production.”

up to 20 hours

It is crucial, adds Jönsson, to choose test hosts carefully.
They must, he says, be as interested in the machines as they are
brutally honest in their opinions.

to use them

Frilund clearly fulfils these criteria. He has been a
test host for Volvo Construction Equipment for more than
20 years, establishing a solid relationship with the company’s
product developers.

a day – we tried
in the widest

possible range
of activities.”

“It’s great fun to be involved in influencing the design
of a new machine… it’s good to be involved in improving the
machines,” he says. “And I have no problem saying what I think!”

“We operated the machines up to 20 hours a day,”
said Frilund. “They performed everything we normally do here
at the quarry – we tried to use them in the widest possible range
of activities.”
Even the first prototypes were used by ‘test hosts’ to
achieve operating hours as early in the project as possible. Prior
to production, the machines had been tested in three phases for
approximately 15,000 hours.
“From the first phase to the last, the machines have
been developed via internal product criticism and feedback from
the test hosts,” explains Emma Verner, chief project manager for
Volvo Construction Equipment’s new wheel loaders.
INTERESTED – AND HONEST!
“It gives customers the opportunity to give feedback,”
adds Volvo test engineer Mats Jönsson. “They have a chance to
report in their own words problems and possible improvements
Rigorous testing in tough conditions
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THE VOLVO GROUP TECH SHOW:

AHEAD OF
ITS TIME
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At Volvo Technology, they
don’t use the past tense.
They prefer to operate
somewhere far off in
the future. That’s what
happens when your work
is ahead of its time.

The company’s forward-thinking
focus was perfectly exhibited at the Volvo
Group’s 2011 Tech Show in Gothenburg at
the end of May. The five-day event, showing
off some 120 technologies and advanced
engineering solutions designed to be fed
into products and services right across the
group, attracted around 2,300 people.
For them, it was a glimpse of
tomorrow, today. For Volvo Group Tech
Show Project Manager Monica Ringvik,
meanwhile, it was the culmination of almost
two years of hard work.
“In a sense, such shows are
nothing new,” she says. “Volvo was staging
them back in the 1990s, but they were on
a much smaller scale and were reserved for
people from within the company. The last
show, though, in 2008, was the first one to
be opened to a select external audience.”
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BEYOND THE IDEA STAGE
“The emphasis is on systems
and prototypes which are past the
‘idea stage’, but still at early stages of
development – in some cases the hardware
exists and is being tested.”
“So we were not exhibiting
existing vehicles or products. Rather, we
were exhibiting, say, a new steering system,
a new, more productive engine, a new
service solution for dealers or a concept
vehicle to demo new telematics solutions.”
What makes the Volvo Group
Tech Show really stand out, however, is
its range. “Most companies have research
and development fairs, but they are usually
specific to one area – say, safety or energy
and resource use. The beauty of the
Tech Show is that it covers all our areas
of expertise and ongoing research, from
Volvo Penta and Volvo Trucks to Volvo
Construction Equipment to IT.”

A LEADER IN INNOVATION
The central themes of the show
were clear. Not only is Volvo Group a global
leader in innovation but it is also present
throughout society. Indeed, the company is
hard to avoid! And it is also an organization
committed to finding the best and most
efficient ways of working for its customers.
Because of this, the Volvo Group
constantly reaches out for external partners,
from universities to specialist research
companies right across Europe, North
America and now also Asia, to collaborate
with in an attempt to enhance its existing
technologies. “Volvo Technology is a
separate company within the Volvo Group,”
explains Ringvik.

“The beauty
of the Tech
Show is that
it covers all
our areas of
expertise.”

A JOURNEY THROUGH SOCIETY
“That’s why we planned the
exhibition as a journey through society. We
began in the air, with Volvo Aero supporting
transports of cargo before landing and
re-loading it onto one of our trucks.
“Along the highway, visitors were
introduced to PowerTrain, aerodynamic and
logistics solutions. Passing a construction
site, they saw future developments in
fuel and operational efficiency in our
construction equipment, and so the journey
continued, including carbon dioxide (CO2)neutral factories and safety solutions like
queue assistance and route planning once
inside the city.”
“Leaving the city, the exhibition
then highlighted dealerships working
alongside fleet owners and our ideas on
how to improve uptime and operational
efficiencies.”
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“We like to see ourselves as
an innovation arm within the group,
dealing with research rather than product
development – we’re at an earlier stage, if
you like. And that means looking outwards
as well as inwards.”

The exhibition, however, was
rebuilt between these internal and external
sessions, says Ringvik, with the more
‘confidential’ exhibits carefully removed from
view. “It wasn’t an open house,” she says.
“We do have some secrets!”

VOLVO’S SECRETS!
The Tech Show, which was
also available to ‘visit’ online, was split into
separate days, some for ‘internal’ visitors
like specialist Volvo Group engineers
and designers, and some for by-invitationonly external guests, including politicians,
representatives from various authorities,
investors and suppliers, as well as
students – tomorrow’s Volvo employees –
and the media.

“When I started with Volvo,
I worked as an engineer with engine
development, so I have the basic grounding.
Future technologies is certainly a very
exciting area to be involved in. There is so
much energy in the company. Fresh ideas
come in all the time and things change
day by day.”
By the time you read this article,
indeed, the 2011 Tech Show will be a thing
of the past. Ringvik and her colleagues will
have moved on… somewhere far off in the
future.
Text: Tony Lawrence
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“Fresh ideas
come in all
the time
and things
change day
by day.”

LIFE THROUGH A LENS

Knut Frostad

CEO of the Volvo Ocean Race – one of the greatest sporting competitions.
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“The Volvo Ocean Race is even more logistically challenging than Formula One.”

Knut Frostad has competed four times in the Volvo Ocean Race.

T

he Volvo Ocean Race, one of
the great events in the sporting

calendar, is a punishing test of skill,
endurance

and

resourcefulness

that

places severe pressure on all involved
for month after grueling month – and the
sailors find it quite hard going too.

The round-the-world race takes nine
months to complete, making it the world’s longest
sports contest, but for the team working behind the
scenes, the hard effort is measured in years. When
race CEO Knut Frostad and his colleagues watch the
majestic boats cross the start line in Alicante on 29
October, they know that the serious toil is only just
beginning.
“The Volvo Ocean Race is even more
logistically challenging than Formula One because
we have to shift the entire infrastructure after each
stopover thousands of miles to the next,” says Frostad.
“That involves loading and unloading 200 shipping
containers and transporting them to 10 different ports
around the world.”

“We have six days in each city to build the
race village and just four to dismantle it and get it on the ship. In my team I have 80
people alone but in each port there is a large team of people with hundreds involved
in the shore side of the racing teams, from boat builders through to commercial and
hospitality personnel.”
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The Volvo Ocean Race is a real test of endurance and stamina.

“As a sailor, you have one clear objective
and that’s to cross the line first and it
demands a lot of resources in terms of
skills and physical endurance.”

and they will sleep no more than an hour or two at a time. And
in the Southern Oceans, they will face swells the size of football
stadiums. There’s a good reason why the Volvo Ocean Race has
become known as the ‘Mount Everest of sailing’.
Having participated in the world’s most competitive
race four times and led the organization of the 2008/9 race,
Frostad knows more than anyone about the mighty trials of the
event on land and sea. “Having done both, I understand all the
challenges and I have to say I think it’s far easier to participate in
the race than organize it! But it is not a fair comparison because
the two challenges are completely different.”

Extreme Challenge
The 11th edition of the world’s longest sports contest
takes in the Middle East for the first time with a stopover in
Abu Dhabi. The teams will sail over 39,000 nautical miles of the
world’s most hazardous seas with other stopovers at Cape Town,
Sanya, Auckland, around Cape Horn to Itajaí, Miami, Lisbon and
Lorient before the battered boats and exhausted crews cross the
finishing line in Galway, Ireland during early July 2012.

Global Reach
“As a sailor, you have one clear objective and that’s to
cross the line first and it demands a lot of resources in terms of
skills and physical endurance. As an organizer, it’s very different
because we have an enormous amount of stakeholders: the owners
Volvo, our sponsors, the ports and the teams – and we have to do
a good job for all of them.”

Each of the entries has a sailing team of 11 professional
crew who will experience life at the extreme. They will live off
only freeze-dried food, experience temperatures ranging from -5
to +40 degrees Celsius, they will take only one change of clothes

The Volvo Ocean Race is one of just a few truly global
sports events, taking place on four continents and involving multinational, multi-cultural teams and support teams. In effect, the
event is a sporting version of the life of the Volvo Group.
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“We are operating in 10 different countries, so we
have to speak many different languages, understand the culture
there,” adds Frostad. “In this respect, it’s similar to Volvo
Construction Equipment or one of the other Volvo companies.
We are truly global.”
Cutting Edge Technology
It surprises some to learn that Volvo Construction
Equipment has been one of the more active companies in the
race. What, they may wonder, do land-based excavators and wheel
loaders have in common with ocean-going racing yachts?
“There are actually lots of links between the two,”
explains Frostad. “Firstly, the race is a very good platform for
activating customers. Volvo Construction Equipment is not just
about machines, it’s a people business involving customers, dealers
and operators. Volvo Construction Equipment has also been very
active in the countries we are visiting and will be exhibiting their
products at all the stopovers. We even use the machines to help
build the race villages!”
“A further connection lies in the sophisticated
technology which plays a key role in the boats these days, just as
it does with Volvo’s cutting edge construction machines.”
“Then we have the branding link. Customers of all
products are keen to associate themselves with the adventure
and glamour of the race as well as its technological sophistication.
If you drive a wheel loader, for instance, that’s a reasonably
adventurous job, compared to sitting behind a desk. You are
outside, using your skills and technology options to overcome the
challenges you face to get the job done - just as the competitors
are doing in the race.”
Major Growth
One of the most significant new developments is
the way the race will be presented to the world through the
media. Communicated on many different platforms, notably
television, gaming, social networks and print, this is the area where
the organizers hope to see the most significant growth in the
upcoming race.
Frostad hopes to double the media audience in the last
race by taking a more focused approach and dividing the audience
in two main groups.
“On one side we have a sport-oriented product
for people who are interested in sport and sailing with all the
technical details and race facts. The other media product will be
for people who are simply interested in the human drama and
adventure of it all and not so much in the minute details.”
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“Customers of all products are keen to
associate themselves with the adventure
and glamour of the race as well as its
technological sophistication.”

Either way, the race remains a great vehicle for
sponsors. “As the world’s longest sporting event, it gives major
value for our commercial partners who are able to be active
in markets around the world for nine months. In the Olympic
Games, it’s all over in two weeks.”
But for Frostad and his team, the race is never over.
“When the boats set sail from Alicante, we’ll already be well into
the organization of the next one!”
Text: Niall Edworthy
Photography: Julian Cornish Trestrail

Making The World

Go Round
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“Volvo and ITS customers contribute
to society and help the world
run smoothly.”

If, at the flick of a switch, you were
able to stop every Volvo vehicle
and component part from operating,
much of the world would grind
to

a

halt.

Food

trucks

would

stop delivering, buses and cars
stop running, aircraft would be
grounded, fire engines immobilized,
electricity

generators

closed

down, mines, forestry operations
and farms would fall silent and
mountains of rubbish would grow
on our streets.
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Moving The World, a Volvo Group initiative, is
highlighting the immense contribution that its companies are
making to help the world go about its daily business.
“Moving The World is a very simple initiative,” says
Mårten Wikforss, Vice President Media Relations & Corporate
News AB Volvo. “It’s about telling stories that show how we at
Volvo and our customers contribute to society and help the world
run smoothly.”
“Much of the time, in our industry, we are
communicating stories from an inside-out perspective, explaining,
for example, about the internal workings of an engine or a new
product feature. Moving The World is about the other end of
the story: how our products are making a difference in the world
beyond the factory floor or dealership.”
Contributing To Society
The bare figures and statistics tell a powerful story of
the key role Volvo plays in the global infrastructure.

Every year, 2 billion people take scheduled flights
around the planet. Volvo Aero supplies components to roughly
90 per cent of all the world’s large civilian aircraft engines. If all
Volvo buses were running simultaneously, they would transport
10 million people. If you live in Europe, much of the food in your
cupboard and refrigerator will have been transported by a Volvo
truck. With its companies, Volvo Trucks and Renault Trucks, the
Volvo Group has more than one million goods vehicles operating
along the continent’s road network.

“We have had an overwhelmingly positive response
from all parts of the group from all over the world. Part of the
initiative’s appeal is that it’s a very easy concept to understand and
it’s an attractive idea.”
“I think it’s important for companies and customers
to know that they are making a contribution to society.
Manufacturing, marketing, selling, buying and so on should be
seen in a wider context of how our products are having a direct
influence on the lives of millions of people around the planet.

The world’s cities are growing fast, especially in Asia,
creating a demand for machines to help develop the necessary
infrastructure. Every day, 300,000 Volvo Construction Equipment
machines are busy constructing roads and buildings, working in
mines, forests and agriculture.

“I want Volvo to emphasize to the customers what
they are doing for society and feel proud about it. Every day, 365
days a year, the products being used by our customers are playing
a big role in helping the world go about its daily business.”

Global influence
It is easy see to why Wikforss has been so eager to
encourage all the Volvo companies to stress the Moving The
World theme when they are talking to customers.

In those countries that don’t yet have a fully functional
power system, for example, the local population need industrial
engines to ensure that vital services such as hospitals, irrigation
systems and airports have a secure electrical supply. Across the

Every day, 300,000 Volvo Construction
Equipment machines are busy
constructing roads and buildings,
working in mines, forests
and agriculture.
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There is barely an area of
society on any continent
where Volvo is not making a
positive contribution.

globe there are more than 200,000 Volvo Penta industrial engines,
helping to keep the power supply flowing.
Without Volvo, the world would also be a dirtier and
more hazardous place. Every year, the global community produces
billions of tons of rubbish and waste – and Volvo is playing a
major role in clearing it up. In the United States alone, Volvo and
Mack garbage trucks remove two million tons of trash – enough to
form a line of refuse cans that would stretch to the moon. In the
USA, Mack Trucks, a subsidiary of the Volvo Group, has almost
half the market for refuse vehicles.
Making A Difference
A fire and rescue engine must be reliable; a breakdown
during a call-out could have catastrophic consequences.
The vehicle must also have plenty of space for all the
equipment needed for a modern service and it must also be
able to cut a swift path through the narrow streets of the world’s
increasingly congested cities and towns. Volvo Group, and its
truck subsidiaries, build thousands of fire trucks that meet these
requirements, collaborating with rescue services all over the world
to create specially adapted vehicles for the individual requirements
of the local fire service.
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There is barely an area of society on any continent
where Volvo is not making a positive contribution – and Wikforss is
passionate that Volvo employees and customers should be proud of
that fact.
“It can’t do any harm, can it, to remind customers and
employees, working hard in their jobs, that what they are doing is
making a contribution?” he adds. “Whether you are operating a
wheel loader clearing snow on a runway so that a plane can land,
or sitting in the cab of a grader building a road that is going to
open up access for a remote community, then you are making a
difference. It’s not an exaggeration. Volvo genuinely helps the
world go round every day.”
Text: Niall Edworthy

The Best
of the

Best
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The Volvo Masters 2011 final was the culmination of a
two-year odyssey to find the most skilled technicians on
the planet, the best of those vital men and women who
ensure Volvo Construction Equipment machines spend
as little time idle as possible and whose vast expertise
is an essential part of the company.

“The teams have to solve the problem using
only the tools and materials at hand.”
Preparation

This year’s final, held as ever in Eskilstuna, Volvo
Construction Equipment’s spiritual home, featured six teams
in close competition: Israel, Oman and Australia from the
International region, Thailand representing Asia, a GB
team flying the flag for Europe and the USA on behalf of
North America. Each had already proven themselves to be
worthy champions, having won through a series of local,
national, sub-regional and regional finals, which pared the
competition down from more than 2000 entrants to an elite
eighteen (6 teams, 3 technicians in each).
After a few days sightseeing in Stockholm the finalists –
each consisting of two service technicians, a parts
technician and a team leader – moved to Eskilstuna for two
grueling days of competition. There were seven different
tasks to tackle, each one at a different station, representing
machines across the Volvo Construction Equipment range:
wheel loaders, graders, articulated haulers, excavators,
backhoes, rollers, and a station that tested the teams’
electrical and hydraulic know-how.

“That was the only
information they were
given. The rest was
down to them.”
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At each station the team was given a work order and
15 minutes preparation to discuss how they might approach
the problem. On the excavator station, for example, the
contestants were told the customer had been complaining
about the slow boom-up speed.
That was the only information they were given. The rest
was down to them. While the service technicians pored
over mechanical problems, their parts colleagues were
given between 10-15 questions to answer, testing not
only their knowledge but also their ability to use the
information available to answer them.
In some tasks, one of the two supervisors tasked with
judging and monitoring the competitors at each station
posed as an operator, and could be questioned about the
nature of the problem, just like they would on site. In other
tasks, the supervisors remained silent and the teams have to
solve the problem using only the tools and materials at hand,
as well as online tools like Prosis and operating manuals.

Team Thailand Vorakorn
Apirakkraisri (L), Anuchit
Khmngam (C) and Chutipon
Playduang (R) on the laptops
at the Compactor challenge.

Strategy

The grader station posed a challenging
problem. The failure description read:
‘The machine is used in a medium
duty road construction application.
The machine will not shutoff using the
key. An engine drive belt was changed
during the evening shift. The foreman
of the site is not happy because the job
completion is coming fast.’ From then
on, the teams were on their own.
The two technicians were given an
hour and 30 minutes to complete
each task. One of the organizers Jukka
Aarnio explained what the judges were
looking for in that time. “The time taken
to work out and fix the problem was
less important than the approach and
strategy they adopted. After all, it is
possible to ‘get lucky’ and discover the
fault almost by accident, and complete
the task in only a few minutes,” he said.
“In a way it doesn’t matter which
machine they are working on. It is the
process they use we are looking at
the strategy and how that sits with our
core values. For example do the teams

The competitors, team leaders
and supevisors.

consider safety when they are working
on the task, and environmental values
too?’
Some of the teams were not familiar
with some of the machines they
were working with – the UK team, for
example, explained they knew little
about rollers – but again, the way they
tackled the task was as important as
whether they were successful. If a team
made a mistake, or had a bad station,
it wasn’t disastrous for their chances
of winning: the lowest ranking a team
achieved was subtracted from their final
score.

Team USA the winners and the
Administrators Annica Peterson (L)
Pål Torgersen (LC) Bo Lennervad
(2nd R) Jukka Aarnio (R) Head
of Service Gustav Edholm (2nd L)
and USA team Leader Roberto
Bogdanoff (RC).

Then it was over, a chance to debrief,
to swap tales, ahead of the awards
ceremony that evening. The tension
built until the results were finally
announced: the Israeli team had
finished third, Australia – winners in
2007 – second, while the title was
taken by the US team, Billy Byers,
Scotty Cox, and James Dorton.
Outside, flushed with victory, but also
the camaraderie they had experienced,
the three men, who all work for the
ASC dealership in Charlotte, North
Carolina, gazed with amazement at the
trophy and tried to find the words to
sum up how they felt.

Awesome

As the competition progressed, the
pressure built, the baking midsummer
Swedish weather matching the white
heat of competition within. Sweat
beading on their brows, the contestants
peered under hoods, gazed quizzically
at laptop screens, worked with
electrics, discussed strategy, while the
cunningly set tasks tested every inch of
their knowledge and expertise.

“Awesome,” Scotty said eventually.
“Just awesome. It was a real tough
competition. Those guys we were up
against were good. To win this and
beat some of the best mechanics in
the world is a real privilege.”
Text: Dan Waddell
Photography: Julian Cornish Trestrail
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VOLVO ACTIVITY

ZONE

Hi, my name is Tommy!
I’m the foreman on this
site and I make sure
that all the work we
do here is done as
safely and efficiently
as possible. Can you
help me to stick my
construction machines
in the right place on the
site so the machines are
all doing the correct job?
NB: Use the sticker page
that is inserted in the
middle of the magazine.
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Oil and Gas Segment
Volvo Construction Equipment
machines are used in many different
ways. On these pages you can see
how machines are used in the oil and
gas industry. Different machines are
used to build, fix and lay pipelines
for collecting and transporting oil
and gas products.

Volvo machines are also used to build
refineries and power plants.
Can you place the machine stickers
in the right places?

Articulated Hauler
Used for transporting
heavy materials

Motor Grader

Used for levelling roads

Wheel Loader

Used for lifting and loading
rocks, sand and gravel

Crawler Excavator

Used for digging tracks

PIPE LAYER

Used for pipeline laying
and maintaining
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ADVERTORIAL

FASTER INFORMATION. BETTER PLANNING.
SMARTER WORKING.
CARETRACK FROM VOLVO
CONSTRUCTION EQUIPMENT:
MUCH MORE THAN JUST A
TRACKING SYSTEM

Sharon O’Donoghue, Landmark Contracting
Managing Director, Melbourne, Australia.

Wim Veldhuis, SITA Technology and Maintenance
Manager, The Netherlands.

CareTrack might use satellites or the mobile network to
locate machines with pinpoint accuracy, but it also brings
a new level of sophistication to machine monitoring.
It’s a genuine business solution as well as a state-of-the-art
telematics system.
Extraordinary insight
At any moment, wherever you are, you can see which machines are
in use, at what speeds, their fuel consumption, time remaining until
next service and so much more. This online information access
allows instant, corrective, efficiency-improving decisions and
proactive planning.
In-depth support for spectacular results
CareTrack provides readings from the proprietary machine
information software program MATRIS. With advice and analysis
from Volvo dealers, customers can translate CareTrack insights
into demonstrable business benefits. From fuel level monitoring to
service management, CareTrack customers and their machines can
work smarter, as Sharon and Wim confirm.

“THERE IS NO DOWNTIME”
Sharon O’Donoghue, Landmark Contracting Managing
Director, Melbourne, Australia.
“We track operating hours, machine use, downtime and fuel
consumption on a daily or hourly basis. In the office, we can
just log in and check our equipment any time on the computer
and schedule our servicing so there is no downtime. I think
it’s excellent.”
“WE SAVE FIFTEEN THOUSAND LITERS OF FUEL
EVERY YEAR”
Wim Veldhuis, SITA Technology and Maintenance
Manager, The Netherlands.
“In 2008, after extensive research, we decided on new Volvo
waste handlers and wheel loaders equipped with CareTrack.
We use CareTrack predominantly for fuel efficiency and monitoring
operating times. Each year we save almost 3,000 liters of fuel per
machine and over 15,000 liters in total every year.”

the xtra your
business needs
In a tough business and tough times you need something xtra.
The new FMX from Volvo Trucks gives you the xtra you need.
Rugged driveline for outstanding performance, the efficient
I-Shift gearbox, high clearance chassis and world class safety
systems. Together with an excellent service network and all the
support you need to build the most effective business when the
going is tough. Get the xtra - talk to your Volvo Trucks dealer today.

volvo trucks. driving progress
www.volvotrucks.com

