SWAGELOK GLOBAL SURVEY 2016 / 2017
SOUTHERN AFRICAN RESULTS

MESSAGE FROM BILL PEET,
MD AT SWAGELOK SOUTHERN AFRICA
Welcome to the third Swagelok Global Survey. We have come a long way
since our 2014 launch and have enjoyed the journey with our customers
thus far.
Since the inception of the Swagelok Global Survey, we are once again
grateful to our customers for their continued support and taking the
time to rate us and provide insight on their views and perceptions of our
organisation. It is this insight that allows us to identify gaps and improve
our products and services.
Our mission at Swagelok is to truly understand our customers’ needs
and act on them. This is the forefront of our focus at not only being a
high performance organisation, but also a high performance resource.
As our customer, your input is vital in the process of providing the best
value to you.

“Our mission at
Swagelok is to truly
understand our
customers’ needs
and act on them.”

With every survey, we have endeavoured to increase the value to our
customers. As our survey programme continues, we will continue to work
towards the goal of being a high performance resource to lighten the
burden of our customers and earn their trust as a strategic partner.

BILL PEET
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WE ARE LISTENING TO YOU

Listening to our customers is one of the most important things we can
do for our business. We attempt to capture the voice of the customer in
varied ways; through our sales team, Voice of the Customer (VOC) surveys,
focus groups etc. The global survey, however, remains one of the most
unique and especially valuable sources because it comes directly from
the customer and is unfiltered by any social context. It is also anonymous,
unless the customer chooses to make themselves known.
The survey lets us know what we are doing right and what we need to
improve on in order to alleviate customer frustrations and lessen
disappointments by delivering and maintaining world-class service.

WHAT YOU ARE SAYING
Throughout the year we have conducted one-on-one surveys with several
of our customers. During this period certain re-occurring themes were
identified as the most important priorities to our customers. Some of
these were also reflected in global survey.
TOP 5 CUSTOMER PRIORITIES:
WHAT YOU
PRIORITISE

WHAT YOU SAID

HOW YOU
RATED US

Quality

Swagelok provides high quality
products

89.6%

Price

Provides competitive pricing

40%

A company you can depend on

77.5%

Has the technical skills to answer
my questions

72.9%

Shows respect to customers

80%

Delivery

Provides on-time product delivery

61%

Availability

A company you can depend on

77.5%

Service

OUR RESPONSE
As our customer, Swagelok Southern Africa strives to deliver world-class
customer service; a service that showcases Swagelok’s innovation and
quality products and services with an emphasis on a sense of urgency,
integrity and respect for the individual.
In 2017 we created the Swagelok Customer Service Charter to address
service and ensure that we maintain a healthy benchmark to meet our
customer needs and avoid customer disappointments.
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YOUR PRIORITIES

OUR PROMISE TO YOU

Quality

We package our products with great care to ensure
that you receive them in the same condition as when
they leave us.
We strive to deliver 100% of shipments accurately, on
time and to the correct address.
Swagelok endeavours to maintain its proven track
record in product reliability and superior value. Being
ranked at the highest quality global, all products come
with limited lifetime warranties. Swagelok also offers
a wide range of training, covering general technical
topics, scientific fundamentals, safety, plant science,
industry-specific topics and product information.

Price

There is also a range of industry specific services
such as Hose Advisory Services, Compressed Gas
Leak Detection and Grab Sample Surveys. We also
have skilled Custom Solutions capabilities.
We place high importance on the value of the total
cost of ownership for our customers. We are pleased
at the fact that we have not had any price increases
since 2015. This is despite increases in raw materials
and exchange rate fluctuations etc.
We aim to pro-actively notify all customers on any
delays or deviations from original orders.

Service

We have a clear and transparent complaints
resolution process that documents, analyses,
investigates and responds to all complaints received.
We have an after-hours service when required.
We aim to deliver all standard items in stock (*with
the exception of tubing) within three working days
after the order confirmation. However, six metre
tubing will be delivered in five working days after the
order confirmation.

Delivery

For items not readily available in our local warehouse,
deliveries will take 7-10 working days subject to order
confirmation.
Collection of available stock will be ready in two
working hours after the order confirmation.
* tubing can take up to 14 weeks
Your calls and e-mails will be answered promptly.
Where necessary we will take your details and call
you back.

Availability

We aim to respond to all telephone and written
enquiries within eight working hours for stocked
items, and 48 hours for factory requests.
We aim to provide order confirmations 8 working
hours after receipt.
Authorised credit applications will be actioned within
three days of receipt by our accounts department.
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GLOBAL SURVEY – SOUTHERN
AFRICAN RESULTS – KEY FINDINGS
BRAND PERCEPTION

Swagelok is seen as a company that can be trusted and that is respectful
to customers. According to our customers, we are dependable, and
have an innovative approach to the way we do business and handle our
products and services, whilst being relatively good at anticipating market
changes and needs.
Swagelok’s maintenance of an excellent reputation in the market comes
after many years of holistic brand investment. Our focus is on performing
under pressure with the ultimate goal of being a high performance
organisation. All our products and services are geared towards this goal
for our customers.

74
-100

Quality is one of our key values and we have worked hard to uphold a high
standard in this area. We are proud to announce our recent achievement
of the BSI ISO9001:2015 quality management standard. This means that
our products and services are at the highest level of business excellence
in all key categories.

33.8
100

Likelihood to recommend

Company I can trust
Anticipates market shifts/changes
Is innovative
A company you can depend on
Shows respect to customers
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CUSTOMER SERVICE

In the second quarter of 2017, Swagelok Southern Africa introduced its
first Customer Service Charter. This document is aimed at ensuring that
we keep our promises to our customers and for customers to know exactly
what to expect from us regarding matters such as our responsiveness,
availability, delivery and other standards of service.
Swagelok Southern Africa strives to deliver the best service possible
that will stand out from the rest; service that showcases Swagelok’s
innovation and quality of products and services with an emphasis on a
sense of urgency, integrity and respect for the individual.
According to the recent results, our customers rated highly the
exceptional standard of the quality of our products. Some other favourable
ratings included Swagelok being easy to do business with and providing
knowledgeable after sales customer service and support. We also work
collaboratively with our customers to produce systems and applications
of the highest quality and best value.
We were also positively rated for providing relevant online tools for userfriendly e-commerce.
One of our distinguishing traits is the offering of the lifetime limited
warranty on our products.
Swagelok is more than a tube fittings and valves components provider.
Swagelok is a major developer and provider of fluid system solutions that
goes beyond products into providing assemblies, training and services
such as Custom Solutions and various leak detection services for
numerous applications and industries.

Swagelok is easy to do business with
Understands my business
Gives our business a competitive edge
Educates us on things we need to know to
effectively run our buiness
Helps me and my company solve business problems
Works collaboratively with customers
Provides information on new products, services
and solutions that are relevant to our business
Provides high quality products
Provides on-time product delivery
Responds to inquiries and requests in a timely fashion
Provides relevant online tools (web, e-commerce)
Helps us resolve day-to-day problems quickly
Provides competive pricing
Provides knowledgeable after sales
customer service and support
Offers a lifetime limited warranty
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KEY PRODUCTS PROVIDED BY SWAGELOK

High-Purity Fittings

Regulators

Measurement Devices

Packless Valves

Tube Fittings and Tools

Sample Cylinders

Tubing, Tools,
Accessories

Process Valves and
Manifolds

Hose and Flexible
Tubing

Leak Detectors, Lubricants,
Sealants

Filters

General Industrial
Fittings

Miniature Modular
Systems

Instrumentation Valves

Quick-Connects

Welding System

Visit our website for more information: https://www.swagelok.com
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OUR PEOPLE

The heartbeat of any organisation is its people. At Swagelok we function
with the mission to apply our collective talents with understanding and
passion to improve our customers’ experience each day.
Swagelok has an involved internal training programme and invests
in its people to ensure good technical knowledge and skills all-round.
Our teams consist of internal and external sales professionals, a solid
customer service team, experienced warehouse staff and engineers. Our
customer based approach ensures that all these individuals are geared
up to provide the best advice and service possible.
According to the survey results, our customers are experiencing excellent
service which ensures that they have the information needed to make
informed decisions. They have found that our people have the technical
skills to answer their questions. We are also able to offer relevant
alternative solutions.
Inspiring our workforce with the goal of encouraging and stimulating
innovation and collaboration is important to ensure consistent and
positive experiences by our customers.

Has the technical skills to answer my questions
Proactively offers soltuions to address new challenges in my business
Delivers a consistently positive experience each time I work with them
Offers relevant alternative solutions when needed
Ensures I have the information needed to make an infomed decision
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HIGHEST RATINGS

It is important to us that the true value of our service is consistently
evident and aligned with the Swagelok values of quality, integrity, respect,
customer focus, continuous improvement and innovation.
We are pleased that our customers’ experience is reflective of the efforts
we are making. Not only, do our customers recognise the high quality of
our products, but they also enjoy working with us and trust the interaction
they have with us. They find us dependable and rely on the technical
soundness of our advice and service.

SOME OF THE HIGHEST RANKINGS INCLUDE:

77,5%

89,6%

75%

81,2%

80%

High quality products
Company I can trust
Shows respect to customers
Is a company you can depend on
Ensures I have the information
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ABOUT SWAGELOK
Swagelok Company is a major developer and provider of fluid system
solutions, including products, assemblies and service for research,
instrumentation, pharmaceutical, oil and gas, power, petrochemical,
alternative fuels and semiconductor industries. Our manufacturing,
research, technical support and distribution facilities support a global
network of more than 225 authorised sales and service centres in
70 countries.

Democratic
Republic of Congo
(DRC)

Rwanda
Burundi

Seychelles

Tanzania
Comoros
Angola

Malawi
Zambia

Zimbabwe
Namibia

Mauritius

Botswana

Madagascar
Swaziland

Mozambique

Lesotho
South Africa

Swagelok Southern Africa Footprint
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Swagelok Southern Africa
Unit 1, Westlake Park, 38 Avalon Road, Westlake, Modderfontein Gauteng, South Africa
011 609 7925 or 08600 (SWAGE)79243 | www.swagelok.com | southernafrica@swagelok.com

