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We are glad to share our newly updated Atlas Copco Tools Eastern Europe Distributor Manual.

Our goal is always to add value to our customers operations so we could be the First in Mind – First in Choice for 
our products and services. We believe that our distribution partners are the key to achieve this.

All our activities are guided by our core values Interaction, Innovation and Commitment.

To achieve this goal, in alignment with Atlas Copco core values, this Distributor manual was created as a structured 
and comprehensive material that gathers the key points of the business partnership with Atlas Copco. Here you  
will find:

	 1. 	Atlas Copgo Group
		  1.1 The Code of Conduct
		  1.2	Atlas Copco in Brief
		  1.3	Committed to Sustainable Productivity
		  1.4	Water for All - foundation

	 2. Atlas Copco Tools Eastern Europe
		  2.1	 About us
		  2.2	Supporting Organizations
		  2.3	Atlas Copco Certificates

	 3. Partnership with Atlas Copco Tools Eastern Europe
		  3.1	 Distribution Agreement
		  3.2	Rules and Responsibility of Atlas Copco and Distributor partner
		  3.3	Annual bonus
		  3.4	Distributor Sales Activities Plan & Monthly Report

	 4. Our strategies
		  4.1	 Atlas Copco Sales Strategy
		  4.2	Atlas Copco Service Strategy

	 5. Service
		  5.1	 Service Products Overview
		  5.2	How to sell service

	 6. Communication
		  6.1	 Communication Principles 
		  6.2	Communication Map

I believe that this manual will support you to achieve continuous growth, 
increase market presence and deliver a sustainable growth to our customers.

Bhavin Pandya, General Manager
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1.1  The Code of Conduct

Summarized in the Atlas Copco Group Code of Conduct are our policies, standards and guidelines related to 
business ethics and social and environmental performance. All employees and managers in Group companies as 
well as business partners are expected to adhere to these policies. 

We expect that our distribution partners have this in mind when working with their customers and Atlas Copco.

Laws, environmental standards and social conditions vary greatly in the countries where we operate. The Code 
of Conduct is designed to overcome these challenges and make sure that we always act with the highest ethical 
standards and integrity. 

In cases where the Code of Conduct is stronger than local laws and regulations, we insist on following our own 
policies. And we expect our business partners to do the same. 

The Code of Conduct has been translated into 36 languages so that each and every one of us embodies these 
values in their work day in, day out. 

Get the Code of Conduct in local language  
from the websites (QR code)

1.2  Atlas Copco in brief 

Our products and services focus on productivity, energy efficiency, safety and ergonomics. 

We add value wherever we do business. Our products and professional services increase customers’ productivity 
and competitiveness while benefiting society and minimizing the environmental impact. We call it sustainable 
productivity.

	 •	 Founded in 1873, Atlas Copco has 150 years of experience of innovating for sustainable  
		  productivity.

	 •	 Our products and services include compressors, vacuum solutions and air treatment systems, construction  
		  and mining equipment, power tools and assembly systems.

	 •	 Our customers are located all over the world. To them, we are a local company; at the same time,  
		  the Atlas Copco Group is a global enterprise with worldwide resources.

	 •	 Atlas Copco’s global reach spans about 180 countries, including own operations  
		  in more than 90 countries. 

	 •	 We innovate and produce in more than 20 countries. Manufacturing is mainly 
		  concentrated in Belgium, Sweden, Germany, the United States, India and China.



1.3  Committed to sustainable productivity

We take our responsibility toward our customers, the people around us and our planet seriously. We make 
performance stand the test of time. This is what we call Sustainable Productivity.

And we believe that by combining profitability with social and environmental responsibility, we will create a 
better world for future generations.

Eco design

In order to minimize the environmental footprint of our business and the impact from our products we need 
to target environmental aspects in the early product development stages. We do this through our Eco design 
concept. This way we can support our customers by reducing environmental impact and cost through energy 
efficient products and solutions. 

When designing a product or solution, we consider the entire life cycle in order to reduce the environmental 
impact from relevant life cycle stages. For us, this means focusing on; energy efficiency, material choices, long 
product life, design for assembly, serviceability, reuse, remanufacturing and recyclability – in other words 
circularity. 

Our Eco Design focus areas

Within Industrial Technique we approach Eco design from six different areas. These form the core of the Eco 
design review performed in each product development project. 



1.4  Water for All - foundation

Since 1984 Water for All foundation is supporting projects that give people in need access to clean drinking 
water, sanitation and hygiene. It is the Atlas Copco Group’s main community engagement initiative financed 
by voluntary employee donations which are boosted two times by the company. All in all, around 2 million 
people have received access to water thanks to Water for All.

CLEAN WATER IS A HUMAN RIGHT

Water for All is the Atlas Copco Group’s main community engagement project, initiated, run and supported 
by our employees on a voluntary basis. The mission is to provide people in need with clean drinking water and 
sanitation. So far close to two million people have been helped.

Water for All was founded in 1984 by Atlas Copco employees in Stockholm, Sweden. Since the start, a core 
belief has been that access to clean drinking water is a human right and this still guides the work done today.

Access to water has the power to transform human lives as well as entire communities. To date more than two 
million people all around the world have been provided with access to clean drinking water, thanks to Water 
for All.

Water for All is funded by voluntary donations by the employees, usually in the form of monthly deductions 
from their salaries. These donations are then doubled by the company, meaning that three times the money 
will go towards helping people in need.

Water for All partners with non-profit organizations which are the ones actually implementing the supported 
projects on the local level. Projects have historically varied between digging or drilling wells, protecting 
natural water springs, or building water purification systems.

Training in sanitation and hygiene is an important aspect of all projects. The aim is also always to engage the 
local community in the project as a way to ensure sustainability and that the new water source will continue to 
function and be maintained.

Water for All in 2021

	 -	 10 351 members worldwide
	 -	 62 projects in 31 countries on 5 continents
	 -	 337 395 beneficiaries
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2.1  About us

Atlas Copco Tools Eastern Europe is a part of Atlas Copco Industrial Technique business area. Our Customer 
Center markets high quality industrial power tools and systems, industrial assembly solutions, quality 
assurance products, software, aftermarket products and services. We innovate for sustainable productivity for 
customers in the automotive and general industries, maintenance and vehicle service.

We operate in 15 countries of Eastern Europe.

Atlas Copco Tools Eastern Europe was founded in 90 ś starting with 2 markets: Czech and Slovak Republic. 
Through the time the more countries were added and the market coverage stabilized. 

1991	 Tools representative office in Prague (responsibility Czech + Slovak Republic)

1992	 Tools company established in Prague (responsibility Czech + Slovak Republic)

1998	 Tools Eastern Europe established in Prague

2003	 New legal entity established in Slovak Republic

2004	 Start-up direct Hungarian operations

2005	 Start-up direct Slovenian and Romanian operations 

2006	 Legal entity established in Romania

2007	 ISO 9001:2000 certification, Accredited Calibration Laboratory (Czech Republic)

2009	 ISO 14001:2004 certification

2011	 Accredited Calibration Laboratory extension (Poland)

2012	 Lean Assembly Excellence Centre in Bratislava 

2016	 Industrial Assembly Solutions business line integrated

2019	 Innovation Center Bratislava

2019	 ISO 45001 certification

2022	 Start-up direct Ukrainian operations

Bhavin Pandya
General Manager

Poland,
Czech Republic,
Slovakia, Hungary,
Romania, Slovenia,
Croatia, Serbia,
Kosovo,
Bosnia & Herzegovina,
Montenegro, 
Bulgaria, Macedonia, 
Albania,
Ukraine



2.2  Supporting organizations

Besides the sales team, which is constantly in contact with our distributors, there are a couple of supporting 
organizations that are key for a successful business.

Here a small overview of the supporting organization, their mission and some of the main activities.

Customer Support....................................................................................Miroslav Karafiát ( miroslav.karafiat@atlascopco.com )

Mission: 
	 •	Order management and logistic that is supporting the business.

Main Activities: 
	 •	Ordering Management
	 •	Logistic Support
	 •	Smart Portal 

Finance........................................................................................................................................ Václav Nič ( vaclav.nic@atlascopco.com )

Mission: 
	 •	Implement process that allow the finance administration.

Main Activities: 
	 •	Finance Management 
		  (accounts payables and receivables)

Marketing Communication..........................................................................Linda Máchová ( linda.machova@atlascopco.com )

Mission:
	 •	Attract, engage and nurture customers and open marketing opportunities.

Main Activities :
	 •	Management of CRM tool
	 •	Brand guidance
	 •	Digital Marketing
	 •	Events and promotional material

Product Marketing................................................................................... Josef Grochovský ( josef.grochovsky@atlascopco.com )

Mission: 
	 •	Increase sales efficiency.

Main Activities: 
	 •	Develop technical competence for sales teams
	 •	Launch new products
	 •	Create and implement marketing activities

Project Team............................................................................................Kamil Czechowicz ( kamil.czechowicz@atlascopco.com )

Mission:
	 •	To create tailor-made solution to our customers (from specification to installation) 
		  that would include our standard tools and the participation of machine 
		  tool builders (MTBs).

Main Activities: 
	 •	Solution definition and quotations
	 •	Project Management
	 •	Communication with Application Center in Germany
	 •	Installation

Business Development Manager Service and Distribution.............. Sergiu Lupean ( sergiu.lupean@atlascopco.com )

Contact person for ACTA GO

From April 2023 Sergiu Lupean will start his new mission as Business  
Development Manager Service and Distribution in CCEE. 

Sergiu’s mission will be to enhance sustainable growth for both our Distribution Partners  
and Atlas Copco through increased end-customer ​value and loyalty in our customer center.



2.3  Atlas Copco Certificates

	 2.3.1.    Management system certificate 

 

 
 

   
Place and date: 

 

For the issuing office: 
Solna, 27 November 2022 DNV - Business Assurance 

Elektrogatan 10, 171 54, Solna, Sweden 

 

 
 

 
 

Ann-Louise Pått 
Management Representative 

   

It is the management system of the whole organisation which is certified. The validity of this certificate depends on the validity of the main certificate.  
Lack of fulfilment of conditions as set out in the Certification Agreement may render this Certificate invalid. 

ACCREDITED UNIT: DNV Business Assurance Sweden AB, Elektrogatan 10, 171 54 Solna, Sweden - TEL: +46 8 587 940 00. www.dnv.com/se 
 

 

MANAGEMENT SYSTEM  

CERTIFICATE 
Site certificate No.: 
90732CC2-2010-AQ-SWE-SWEDAC 
 
 

Valid: 
23 December 2022 – 22 December 2025 

Belongs to main certificate number: 
90732-2010-AQ-SWE-SWEDAC 
 
This is to certify that the centrally implemented management system for 

Atlas Copco s.r.o. 
Elektrárenská 4, 831 04 Bratislava, Slovak Republic 

 
 
 
has been found to conform to the Quality Management System standard: 

ISO 9001:2015 
 
This certificate is valid for the following site scope: 

Marketing, sales, calibration and service of industrial power tools, assembly system, self-
pierce riveting and dispensing solution and aftermarket products 

 



 

 
 

   
Place and date: 

 

For the issuing office: 
Solna, 27 November 2022 DNV - Business Assurance 

Elektrogatan 10, 171 54, Solna, Sweden 

 

 
 

 
 

Ann-Louise Pått 
Management Representative 

   

It is the management system of the whole organisation which is certified. The validity of this certificate depends on the validity of the main certificate.  
Lack of fulfilment of conditions as set out in the Certification Agreement may render this Certificate invalid. 

ACCREDITED UNIT: DNV Business Assurance Sweden AB, Elektrogatan 10, 171 54 Solna, Sweden - TEL: +46 8 587 940 00. www.dnv.com/se 
 

 

MANAGEMENT SYSTEM  

CERTIFICATE 
Site certificate No.: 
90947CC25-2010-AE-SWE-SWEDAC 
 
 

Valid: 
23 December 2022 – 22 December 2025 

Belongs to main certificate number: 
90947-2010-AE-SWE-SWEDAC 
 
This is to certify that the centrally implemented management system for 

Atlas Copco s.r.o. 
V Parku 2336/22, 148 00 Praha 4, Czech Republic 

 
 
 
has been found to conform to the Environmental Management System standard: 

ISO 14001:2015 
 
This certificate is valid for the following site scope: 

Marketing, sales, calibration and service of industrial power tools, assembly 
system, self-pierce riveting and dispensing solution and aftermarket products 

 

2.3  Atlas Copco Certificates

	 2.3.1.    Management system certificate 



 

 
 

   
Place and date: 

 

For the issuing office: 
Solna, 27 November 2022 DNV - Business Assurance 

Elektrogatan 10, 171 54, Solna, Sweden 

 

 
 

 
 

Ann-Louise Pått 
Management Representative 

   

It is the management system of the whole organisation which is certified. The validity of this certificate depends on the validity of the main certificate.  
Lack of fulfilment of conditions as set out in the Certification Agreement may render this Certificate invalid. 

ACCREDITED UNIT: DNV Business Assurance Sweden AB, Elektrogatan 10, 171 54 Solna, Sweden - TEL: +46 8 587 940 00. www.dnv.com/se 
 

 

MANAGEMENT SYSTEM  

CERTIFICATE 
Site certificate No.: 
113795CC9-2012-AHSO-SWE-SWEDAC 
 
 

Valid: 
23 December 2022 – 22 December 2025 

Belongs to main certificate number: 
113795-2012-AHSO-SWE-SWEDAC 
 
This is to certify that the centrally implemented management system for 

Atlas Copco s.r.o. 
Elektrárenská 4, 831 04 Bratislava, Slovak Republic 

 
 
 
has been found to conform to the Occupational Health and Safety Management System standard: 

ISO 45001:2018 
 
This certificate is valid for the following site scope: 

Marketing, sales, calibration and service of industrial power tools, assembly  
system, self-pierce riveting and dispensing solution and aftermarket products 

 

2.3  Atlas Copco Certificates

	 2.3.1.    Management system certificate 



2.3  Atlas Copco Certificates

	 2.3.2.    Atlas Copco Accreditation certificate



2.3  Atlas Copco Certificates

	 2.3.2.    Appendix of Accreditation certificate



2.3  Atlas Copco Certificates

	 2.3.2.    Appendix of Accreditation certificate



2.3  Atlas Copco Certificates

	 2.3.2.    Appendix of Accreditation certificate
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3.1  Distribution Agreement

The Distribution Agreement is the legal document that will rule the business relationship between Atlas Copco 
and the Distributor.

This Agreement will be signed once a year, during first quarter of the year and it will have the validity of one (1) 
year. 

This document will contain the Responsibilities from Atlas Copco and from the Distributor.

The failure of either Party to observe any of the terms under the these guide lines or the Distributor Agreement 
and to remedy the same (where it is capable of being remedied) within the period specified in a notice given by 
the aggrieved Party to the Party in default calling for remedy, being a period not less than thirty (30) days.

3.2  Rules and responsibilities 
       of Atlas Copco and Distributor partner

I.	 Atlas Copco responsibilities

	 a.	 Signed a Distribution Agreement with a nominated distributor

	 b.	Account management
		  Atlas Copco will assign a list of accounts that are under the Distributor responsibility. Atlas Copco will also  
		  assign a territory where the Distributor is responsible for develop sales of its products.

	 c.	 Appoint a Sales Engineer that will be the contact to:
		  •	 Support the Distributor in preparing and rolling out the business plan
		  •	 To follow-up the business in a monthly base with the distributor
		  •	 Support the distributor in cases of:
		  •	 Product Technical Support
		  •	 Quality Rejections
		  •	 Financial topics    
		  •	 Marketing and Communication topics

		  In case the Distributor is a Certified Service Partner (CSP), a Sales Service Engineer will be also assign to  
		  support the Distributor in the service matters.

	 d.	Products and Services
		  Atlas Copco shall supply the Distributor with all necessary information concerning the Products and Services  
		  that the distributor needs to sell. 

	 e.	 Systems Access: Smart Portal
		  Atlas Copco will provide access to Shop Online for ordering of products.

	 f.	 Price List
		  Atlas Copco Products Price List specifies the respective items of Products and prices valid as the date of  
		  signing of the Agreement. Upon any modifications thereof (as far as either the Products items or prices are  
		  concerned) Atlas Copco shall either provide the Distributor with an updated printed version of the Products  
		  Price List or such modifications of the Products Price List must be visible in the electronic ordering system  
		  (Shop On line) used by the Distributor for ordering the Products.
		  The prices for the Products shall further be determined in accordance with discounts and rebates awarded  
		  based upon reaching the turnover targets specified in the Distribution Agreement.

	 g.	Warranty 
		  The Supplier shall grant a warranty for the Products in accordance with its general warranty terms stipulated  
		  in the Distribution Agreement. The Distributor shall inform the Supplier of all claims made by the customers  
		  on the grounds of the warranty. The Distributor shall direct all warranty cases to the nearest authorized re-  
		  pair shop, unless otherwise separately agreed with the Supplier.



3.3  Annual Bonus

The goal of the Annual Bonus is to award the distributor with an extra reward for achieving and or surprising 
the agreed target.

Below the Annual Result Target and Bonus overview:

Bonus will be paid till April the next year, based on credit note issued by Atlas Copco s.r.o. 

For Poland and Hungary: the credit note will be issued without VAT.

For Czech Republic, Slovakia, Romania, Slovenia and other countries: the credit note will be issued with VAT.

	 h.	Payment conditions
		  The Distributor shall pay the price of the supplied Products to the Supplier against the respective invoice  
		  issued by the Supplier pursuant to the terms of the Distribution Agreement.

II.	Distributors responsibility

	 a.	 To build and present a sales plan aiming at to fulfill the sales target. This sales plan should contain the main  
		  customers that the distributor should focus on, which products will be involved and what activities the  
		  distributor plans to do it.

	 b.	To fulfill the sales target agreed with the responsible sales engineer/country sales leader/business line  
		  manager.

	 c.	 To report its monthly activities, including: list of won projects, lost projects and ongoing projects, with  
		  the total value involved and theirs current status.

	 d.	Fulfill the payment conditions agreed on the distributor agreement.

	 e.	Make sure that the necessary personal will attend to the trainings provide it by Atlas Copco.

	 f.	 To own the necessary tools to present and support the product and service sales, such as demo-tools.

	 g.	Stock
		  The Distributor shall maintain a stock of the Products which is adequate to allow expeditious deliveries  
		  under normal market conditions. This stock should also include demonstration tools, so support product  
		  demonstrations.

The failure of either Party to observe any of the terms under the these guide lines or the Distributor 
Agreement and to remedy the same (where it is capable of being remedied) within the period specified in 
a notice given by the aggrieved Party to the Party in default calling for remedy, being a period not less than 
thirty (30) days. 

Result Target Bonus

100% of Net Invoice Sales target 2% bonus of the net turnover in the year

133% of Net Invoice Sales target Additional 3% bonus of the net turnover in the year



3.4  Distributor Sales Activities Plan & Monthly Report

The Distributor Sales Activities Plan

The Distributor Sales Activities Plan has the objective of defining which activities will be made during the year 
to reach the Sales Target.

The activities would be: Customer Visits, Product Demonstrations, etc…

Each Activity should have a target customer, specific description of the target application (assembly, material 
removal etc.), the equipment involved, the sales impact and the date that will be performed.

This is a strong tool to define if a Distributor has enough actions in place to secure the target and to priorities 
actions.

Monthly Report

In order to better follow-up the business developments, the Distributors are required to deliver a Monthly 
Report to the assigned sales engineer.

The Distributor Monthly Report will have to contain minimum 4 chapters, the Status on the Sales Activities 
Plan, the overview of Orders Won, Open Projects and Lost Orders. 

In the absence of a report, it is recommended to use the template 20180328 RCA EE Distributor Sales Activity 
Plan Monthly Report Template.

Distributor Name Month ANNUAL TARGET -   €
Total of Activity Sales impact -   €

Customer Area/District Application Type of Activity Equipment Activity Sales Impact Date Competition
Demonstration/Fair/Advertisement

Example: Activity Plan

Distributor Name Month ANNUAL TARGET
Year to Date Result

Customer Area/District Application Equipment Value € Competition Date
XXX XXXX Grinding LSF07 1000 Biax

Example: Won Project Overview

Project Name
Tools acquisition from  

other country Value € Status of Project Close Date (Month)
Tightening LUM/EBL’s 3000 Waiting for decision 3

Example: Open Projects

Customer Area/District Application Equipment Value € Competition Reason
XXX XXX

Example: Lost Projects
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4.1  Atlas Copco Sales Strategy

Atlas Copco Sales Strategy is based on the Strategic Partnership Selling/MADRID framework.

This framework is based on the fact that a successful partnerships is when BOTH parties achieve prosperity 
and the bases of the relationship is Mutual Trust and there is a Value for both parties

 

The framework goal is to move from a simple vendor/buyer relationship, to a situation where Atlas Copco and 
its Distributors will deliver a solution to the customer.

 

ACTA
Goals

Distributor
Goals

Common
Prosperity

1) Mutual trust
2) Value for both parties

Sales Activities End Result

Product

Their
business 

Servicing
demand

Creating
demand

You High

M
argins

C
ontrol

Someone
else

Low
Event

Process
Executives

Operations

Strategic Partner

Business Resource

Problem Solver

Vendor



The MADRID process is a combination of actual best practices from our sales engineers around the world and 
a combination of sales literature (such as: Carl Henry’s MODERN, How to Sell at Margins Higher than your 
Competitors – Steinmetz / Brooks, Blue Ocean Strategy – Kim / Mauborgne, Beyond Selling Value – Shonka / 
Kosch, Toyota Culture – Liker / Hoseus and Mastering the Complex Sale – Thull)

The anagram MADRID stands for: Measure, Agree, Demonstrate, Review, Ice the Cake and Do it Again. Which 
point has its specific actions link to it and can be explained as below:

SPS

MEASURE
• Understand the client's business 

drivers. 
• Understand customer processes. 

• Understand known and 
unknown problems. 

• Identify possible solutions to 
problems. 

• Determine the decision maker AGREE
• Quantify the financial 

impact of potential solutions 
to the listed problems.

• Propose the correct / best 
solution and look for order.

• If they are not sold at this 
time, create an agreement 

with the best possible 
compromise

DEMONSTRATE
• Concentrate on the needs of 

the client. 

• Make sure the customer 
understands the solution.

• Be unique.

REVIEW
• Validating our value proposition

is real value for the price.
• Confirming customer 

recognition: Our value is real -
for them, in relation to the 

competition. 
• Understand the decision-making
and purchasing process for this 

situation. 
• Negotiate

ICE THE CAKE
• Validate and document the 

final solution installed, the 
benefits for the client and 

the VALUE REALIZED for the 
client.

DO IT AGAIN
• Communicate on successful 

sales effort, repeat -Similar 
jobs on the same plant, 

same jobs on other plants / 
clients, others. 

• Share these successes for 
others through agreed upon 

methods.



4.2  Atlas Copco Service Strategy

Specifically for Service, Atlas Copco works with different type or segments of distributors, which is link to their 
capability to sell service products and service Atlas Copco tools.

Service adopts the name of Certified Service Partner (CSP) to describe our Certified Distributors. 

Certified Service Partner

A Certified Service Partner (CSP) is an Atlas Copco distributor normally already appointed by the General Industry 
(GI) division to sell our tools and accessories. From the service side, with close cooperation with GI, the Service 
Division is running a CSP workshop certification program. That was also combined with basic service sales training. 
For distributors without a workshop (using an Atlas Copco workshop), or not wanting to focus on tool repair, we 
have only provided the sales training. The workshop certification has been carried out by a senior experienced 
manager or supervisor from Service Operations. The focus of the workshop certification is that the CSP performs 
repairs of air tools according to the Atlas Copco OEM standard. We are not certifying any distributors to carry out 
service on DC tools or spindles due to the complexity of the product, i.e., HW, SW, safety, etc.

A senior service sales person has normally had the overall responsibility (sales, marketing material, service price list, 
CSP workshop renewals, coordination with GI and internal sales and operation) for the CSP.      

Distributor Certification

Certification without workshop (only sales):

	 -	 Aimed for all existing accredited distributors that have potential for business development (they sell  
		  good number of tools, they have good number of customers, they sell also advanced DC tools, not only  
		  pneumatic)

	 -	 The aim is to offer the best service support to distributor customers but also to develop the service business  
		  through distribution channel (additional business for the distributors) 

	 -	 Learn CSPs to sell service products (Preventive maintenance/ ToolCover contracts, Trainings, Production  
		  optimization, Easy Start, Calibrations, etc.) not spare parts or repairs

Certification with own workshop  
(could be repairs/preventive maintenance + sales, or only repairs/preventive maintenance)

	 -	 Aimed especially were we do not have convenient Atlas Copco service workshop so CSP workshop could be  
		  good solution for us, or when the distributors have the possibility to repair and they prefer to do this for  
		  their direct customers (spare parts are ordered by Atlas Copco)

	 -	 We are open to ask such a CSP to perform different services for us (Repairs, preventive maintenance  
		  contracts, even installations for the pneumatic tools, Tool Scan, Air Scan) when we do not have enough  
		  capacity to do it for our direct customers or even for customers of other CSPs/distributors) 

Sales Certification

Certification Level 1 

	 -	 Aimed for all the accredited distributors considering they should be able to offer good service support to  
		  their customers (by their workshop, or by Atlas Copco service)

	 -	 It means basic knowledge about the services that we can provide and they will ask  support from Atlas  
		  Copco service sales team 

Certification Level 2  

	 -	 Aimed for the CSPs that could have dedicated person for service so that the service business becomes  
		  additional main business for them

	 -	 The specific person is able to sell independently not only basic service products but also advanced  
		  services like ToolCover Contracts, Production Optimization and trainings (they will ask support from  
		  Atlas Copco mainly from the operational point of view)



Business type No own 
shop

Own 
shop

No 
partner

Sell products to end customer YES YES YES

Sell spare parts to customer YES YES YES

Repair pneumatic tools in own shop NO YES N/A

Repair electric tools in own shop NO NO N/A

Sell Atlas Copco calibration to end customer YES YES YES

Sell Atlas Copco repairs to end customer YES YES YES

Is able to initiate contracts between Atlas Copco and end customer YES YES NO

Get commission on initiated contracts between Atlas Copco and end customer YES YES NO

Service news NO YES NO

Get repair training to do air repairs NO YES NO

Get sales training to sell services YES YES NO

Get special discount on spares YES YES NO

Get special discount on services YES YES NO

Marketing support from Atlas Copco YES YES NO

The table below shows an overview of the products that can be serviced according to the distributor capability:

For further information, please contact your appointed sales engineer (either equipment or service). 
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5.1  Service products

In this chapter there is a short summary of the service products that Atlas Copco can provide to our customers. 

EasyStart

A trouble-free and efficient start of operations for your tightening system. Through a globally standardized and certified 
process for every step, from programming to training, you will get it right the first time, saving time and money.  

Electrical tools:

Atlas Copco EasyStart a route to:
	 -	 Lower set up costs
	 -	 Reduced setup time
	 -	 Training of operators including certificate
	 -	 Calibrated tool from day one
	 -	 A globally standardized and proven process

Features and Benefits: 
	 -	 Start up Pset programming
	 -	 Tool calibration before start of production
	 -	 Operator training including certificate
	 -	 Residual torque checks and run-off

Deliverables:
	 -	 Production up and running according to plan
	 -	 Calibration certificate
	 -	 Certificate of operator training
	 -	 EasyStart sign off report

START-UP

OPTIMIZATION

MAINTENANCE

Software Maintenance

KPI‘s – Set-up and reports
On-site workshop
Tool Management System

ToolCover Protect plus
repairs incl. Spares

Preventive Maintenance
Tool Calibration

Calibration

Repairs Repairs

EasyStart

ToolCover
Protect

ToolCover
Stability

ToolCover
Uptime

Calibration – Tooling and QA 

TechCover

Tightening Services

SMALL
Customers

MEDIUM
Customers

LARGE
Customers

Examples of EasyStart reports



Air assembly tools and material removal tools:

Atlas Copco EasyStart a route to:
	 -	 Improved productivity
	 -	 Quality through right installation
	 -	 Calibrated tools from day one (for assembly tools)
	 -	 Operator safety
	 -	 Cost efficiency
	 -	 A globally standardized and proven process

Features and benefits:
	 -	 Improved air pressure
	 -	 Optimized hose installation
	 -	 Right accessories installed
	 -	 Reduced leakage
	 -	 Safety awareness (Material removal tools)

Deliverables: 
	 -	 Airline & accessories installation check
	 -	 Torque calibration report following global calibration software (pneumatic assembly tools)
	 -	 Residual torque checks and run-off 
	 -	 Certificate of operator training
	 -	 EasyStart sign off report

Software:

Atlas Copco EasyStart a route to:
	 -	 Lower setup time &costs
	 -	 Trouble free and efficient start of your operations​
	 -	 Right the 1st time 
	 -	 A globally standardized and proven process​

Rapid Repair

With Rapid Repair, ensure damaged tools are quickly repaired and back in production with minimal administration, 
cost and inconvenience. With a predefined, easy and practical process, we take full care of the whole repair cycle – 
with a leading turnaround time from door to door. Rapid repair – because easy is both faster and less expensive.

Atlas Copco’s Rapid Repair solution gives you:
	 -	 Minimized repair time
	 -	 Reduced administration
	 -	 Lower repair costs

Tool failures and repairs that follow, often lead to:
	 -	 Expensive and unpredictable repair costs
	 -	 Excessive administration costs
	 -	 Increased turnaround times
	 -	 Productivity losses

Deliverables: 
	 -	 Predefined repair process with preset pricing for all Atlas Copco tool repairs
	 -	 Standardized and simplified process to save time, administration and total repair costs
	 -	 Professional quality compliance from your original manufacturer

Standard Corrective Service Process

Rapid Repair Process
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Deliverables: 
	 -	 Remote installation and setup ​
	 -	 System configuration check​
	 -	 Configuration backup and report creation
	 -	 User introductory training



ToolCover Protect

With ToolCover Protect, take care of your investments. Improve your overall productivity and prolong your 
warranty. All at a lower cost, using our globally certified service contract.

Atlas Copco’s ToolCover Protect provides:
	 -	 Serviced and calibrated tools with extended equipment lifetime
	 -	 Reduction of online failures
	 -	 Reduced administration costs
	 -	 Improved product quality
	 -	 Lower total costs 

Neglecting tool maintenance, often leads to:
	 -	 Quality defects in production
	 -	 Increased administration and maintenance resources
	 -	 Frequent and longer downtimes
	 -	 Decreased productivity
	 -	 Reduced equipment lifetime
	 -	 Loss of warranty

Deliverables:
	 -	 Planned and structured preventive maintenance
	 -	 Ensured tool safety through our global processes 
	 -	 Extended warranty
	 -	 Fixed and preplanned maintenance cost per tool

The importance of Preventive maintenance: 

Risk of not performing service: “Unstable torque output” because gears have started to wear

Calibration

An efficient way to control the quality of your production. Atlas Copco can 
supply quality assurance in production in compliance with quality requirements. 
With Atlas Copco accredited calibration labs we meet all local standards and 
requirements. Complete calibration service from one supplier supports cost 
savings in investments, administration, logistics, training, etc.  

What is calibration?

Comparing the delivered torque with a reference transducer. 

Examples of ToolCover reports

Risk of not performing service:
„Unstable torque output“ because

25Nm
or 20Nm?

gears have started to wear

Angle head gears
wear out quickly
if not lubricated

Planetary gears
wear out quickly
if not lubricated

P
er
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rm
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ce

Tool Life cycleRepair on breakdown
Std Preventive maintenance
Optimized Preventive maintenance 

* 500 - 50.000 cycles, before break down, The tool is out of specification

100 %
Low

Risk

HighQuality of the installed joint* ??



	 -	 Calibration (Verification) is done to set correct output torque on an assembly tool.  
	 -	 Capability measurement (ISO 5393) detect how the assembly tool torque output differ between a soft  
		  and hard joint. 

	 -	 Accredited calibration are performed in accordance with defined norms and standards using validated 		
	 procedures the lab performing the calibration have the calibration equipment traceable to a national 		

		  standard.

Atlas Copco have their labs accredited and certified according to ISO 17025:2018. The performed accredited 
calibrations includes calibration of QA equipment ( ACT, IRTT, QRTT, etc..), Torque Tools ( from 0,05 up to 2000Nm) 
and calibration of Angle.

Quality cost of not having calibrated tools: 
 

Deliverables
	 -	 Atlas Copco Tool Calibration* certificates following global and national standards
	 -	 Both lab and on-site calibration services
	 - 	 Functional test before calibration
	 - 	 Calibration including adjustment where applicable
	 - 	 Performed only with traceable reference equipment
	 - 	 Calibration due-date reminder  
	 - 	 Retrievable calibration certificates for at least 10 years
* Atlas Copco Tool Calibration service is always included in EasyStart and ToolCover.

Tightening Services

Tightening Services is unique tightening consulting solution that optimizes your tightening strategy from 
design (R&D) to mass production with our tightening laboratory and experts. We offer solution for each  
of the production phases.  

R&D Prototype Pilot SOP Full production

▪ Joint design consultation and validation
▪ Tightening tooling and strategy development

▪ Tightening process otimization
▪ Error proofing in tightening
▪ Tightening integrity evaluation
▪ ResultScan

▪ Joint Failure Analysis
▪ Tightening Process Validation
▪ Complete tightening statistical analysis and reporting
▪ ResultScan

A non-performing tool 
reported by operator 

“Quality control” 
detects a not OK joint 

10 

Final control detects a 
not OK assembly 

Customer detects a  
not OK assembly 

Warranty cost 

??? 

1,000 

100 

??? 

Hope the rest  
is ok !! 

Losses increase by 
a factor of 10 at each level 



Tightening Development = Right from the start
	 -	 Improved first time joint quality
	 -	 Decreased design time
	 -	 Reduced risk of joint failure
	 -	 Reduced cost of warranty

Deliverables
	 -	 Tightening Development report
	 -	 Tightening strategy recommendation
	 -	 Tool specification recommendation to ensure process capability
	 -	 Field implementation (optional) 

Tightening Optimization = Stabilize your tightening process
	 -	 Improved joint quality
	 -	 Increased productivity
	 -	 Reduced rework, warranty and recall costs
	 -	 Reduced risk of liability claim and damage of reputation

Deliverables
	 -	 Optimized tightening parameters by experts
	 -	 Error proofing in the tightening process
	 -	 Optimization report

Tightening Quality = Protect your joint integrity
	 -	 Reduced investigation time
	 -	 Reduced rework, warranty and recall costs
	 -	 Increased productivity
	 -	 Increased tightening quality

Deliverables
	 -	 Comprehensive analysis report by tightening experts ( standard analyses report or specified by customer)
	 -	 Proactive solutions to prevent issues before they occur
	 -	 Field implementation (optional)

Training

Because your people and their knowledge are the most valuable  
asset you have! 

Our trainings teach the correct use of Atlas Copco products. You 
will gain technical knowledge about hardware and software, as 
well as learning how to make productive use of the systems in your 
professional routine.

Our trainings have the highest proportion of practical content and 
include large amounts of group work, active exercises, co-operative 
learning and development of knowledge through individual  
earning and experience.

All our trainings have a specified focus such as tightening technique, for example. Our aim is to bridge the gap 
between theoretical knowledge and practical application. The contents of our trainings are conveyed in a way 
that enables sustainable and expedient use of knowledge in practical applications.

Trainings provided by us:

Product trainings:	 Theory trainings:

	 -	 Tensor training 	 -   Basic tightening technique training
	 -	 QA training 	 -   Advanced tightening technique training 
	 -	 Micro torque training 	 -   Production optimization training
	 -	 PLC and PowerMACS 	 -   Quality and IMS Training 
				    -   Calibration training 
				    -   Small maintenance training for pneumatic tools



Where is my Tool

Have your tool base under control. Where is my tool is a platform that gives you an overview of the Service 
status and history of equipment that have been through our workshop process.

Functionalities:

	 •	 Overview of the installed base

	 •	 Overview of next required preventive maintenance  
		  or calibration service

	 •	 Overview of historical service interactions per  
		  equipment including

		  -	 Services per equipment
		  -	 Service in and out date
		  -	 Quotes for the service
		  -	 Service reports
		  -	 Calibration Certificates

	 •	 Overview of the current status in workshop process

		  -	 Received in Atlas Copco process
		  -	 Awaiting order from Customer
		  -	 In repair process
		  -	 Returned to customer
		  -	 Tracking number logistics provider
		  -	 Reminder / Notification function for
			   *   Calibration 
			   *   Maintenance
			   *   Quote
			   *   Receive & Send
		  -	 Self Service
			   *   Registration into the repair process
			   *   Order upload



AirScan

The key values of the AirScan is stated below. 

Energy efficiency
	 -	 Detect and prevent unnecessary consumption of air  
		  = unnecessary consumption of el. Energy
	 -	 Recommends proper air accessories
	 -	 Minimize pressure drop
	 -	 Extend tool lifetime

Productivity
	 -	 Correct air flow for tool
	 -	 Increase performance of the tool 
	 -	 Decrease working time per operation

Installation
	 -	 Points out correct installation of components

ToolScan 

Performed on customer site. We test the status 
/performance on each tool. An experienced service  
technician utilizing our latest tool maintenance and  
test equipment. A report is produced in our  
ToolScan™ SW after each visit.  

ToolScan™ is based upon a fixed price/tool or station and visit.

Service for bolting

Below are the options that we can offer for service for  
Atlas Copco bolting products: 

1.	 Repair or maintenance RT tools (include no. 6)
2.	 Repair or maintenance RTX tools (include no. 6)
3.	 Repair or maintenance RL module
4.	 Repair or maintenance hydraulic pump
5.	 Test and verification to one gauge 
6.	 Test and verification of a hydraulic torque wrench
7.	 Test and verification of hydraulic hoses
8.	 Express repair 
9.	 Repair or maintenance of CTST, Airbac, Compact Tensioners 



5.2  How to sell service

How to sell service

To start selling service to a customer it is important 
to start with networking. It is important to meet 
people from different departments as R&D, 
maintenance, quality, HR, production etc. It could be 
that different department have different needs and 
goals. Start selling small and increase because the 
first sales is the most difficult. It is not good with free 
of charge service because then the customer don’t 
see the value of service. Keep track of ABC joints (A = 
Safety critical joints, B= Quality critical joints and C= 
Non critical joints). Start with selling service to tools 
operating with A joints. 

Keep in contact with purchasing department. Use 
other sales argument for purchasing department 
then production department. For purchasing department it is good to show financial benefits, as lower repair 
cost, less scrap etc. Some customers can have logistics problems, so double check this if the customer will send the 
tools. Always be transparent of what we can perform and what we cannot, never oversell. 

Always think that tools always should be sold with service. It is easier to sell service with the tool then after the 
tools sales. Also if the tool is sold with service it will be a package with all service that the customer needs. Then 
the offer will be stronger also against tools competitor. 

Ask what the customers future goals are, is it increased efficiency, higher quality, decreased scarp etc.  Select the 
customer values that are important for that customer. Try to solve the customer’s unique problem. The more 
adjusted the service product is to the customers problem the more likely you are to sell it. 

Present all service products to the customer so that they then can decide what could be interesting for them. Be 
prepared for that the discussion might go from one service product to another so be knowledgeable about all our 
products that we have. Focus on a few customers and have a sales strategy. Discuss with Atlas Copco service sales 
en gineer and make a plan for the service sales. 

Make joint visits with Service sales engineer if possible. This might discover many new service opportunities. The 
more service you manage to sell the higher chance you have of selling also tools in the future. Use ,,awareness” 
sales approach” by asking questions about customers production and making the customer aware that he could 
do some improvements of the production.  

Training

The easiest service product to sell. If the 
customer have high fluctuation of people 
trainings are good. Even if the customer say 
that the production is running without problems 
this is most probably not true. It is production 
blindness and for this training is needed. Some 
companies are pushing their employees to go 
to trainings, so find out if this is the case at your 
customer. Always make the customer pay for the 
training and push the customer to not do the 
training on customer site.

Training is the first step for transformation, both 
within service and tools. To sell training you need to 
promote it, discuss and present the value. Push that Atlas Copco have skilled engineers with a lot of experience 
from dealing with our tools. Offer this service product when the customer calls about problems with tightening 



strategy, settings with the controller etc. Ask if the customer know how to use their tools and if they feel 
confident in programming it. You will notice quite fast if the customer knows what he is talking about. Do not 
forget who the decision maker is about training order, how the approval flow looks like at customer (sometimes 
production/maintenance/engineering require training but HR have the budget). 

Tightening Services

Tightening Optimization can be a result from 
training. Before training customer thinks 
that they can solve the tightening problems 
themselves. Tightening Optimization helps to build 
relationship with the customer. To be sold when the 
customer have tightening problems, material problems, 
problems when changing the product or lost Pset. To 
sell Tightening Services good customer relationship 
is required. Customer needs to trust that we can help 
them. Especially when they are showing their production 
problems. Focus on customer bottleneck because this is 
the most important problem for customer to solve. 

Calibrations

Calibration has the most value for the 
customer if it is combined with Preventive 
maintenance in a ToolCover contract. Usually 
GI customer have Quality Assurance equipment 
that we can calibrate. A good way to get the foot inside 
the door at new customers. Calibration is recommended 
in product instructions for our tools. Calibration show 
if there is some problem with the tool and be detected 
at customer site before the final customer discover the 
problem.

Ask your customers’ customer if they need calibration. 
All A joints should be calibrated. Explain that the tools have an electrical part and a mechanical part. And with 
usage this mechanical parts gets worn. Calibrations checks that the whole tool is performing as planned.  Also 
follow up old calibration certificates. Calibration is easier to resell then look for new opportunity. 

ToolCover

Before starting to sell ToolCover, always 
start with training. Start at the beginning of 
the year to select a few customers and use 
proactive sales. Use 4 panel/A3 (Service sales 
engineer will explain what it is) to show value to the 
customer. Start with a few tools and then extend. Start 
with the most critical tools. Show value after every 
year. Customer with many repairs, or have high quality 
standards are good customer for selling ToolCover. Keep 
track of the KPI (Key performance indicators) for the 
customers. What are the KPI that the customer wants to 
improve?



Remember that ToolCover removes the admin from the customer. Customer can sleep well and know that their 
tools are regular checked. ToolCover is usually sold for tools that a relatively new (usually up to one year old). 
Explain that the tools have an electrical part and a mechanical part. And with usage this mechanical parts gets 
worn. With Preventive maintenance the mechanical parts (gearing, angle head etc.) are greased and a service kit 
is exchanged and limits the wear of the tool. With this you can extend the lifetime of the tool. When ToolCover 
opportunity is discovered always discuss with Service sales engineer. To sell a ToolCover contract can take long 
time but if it is sold this helps build relationship with the customer and also make tools sales easier.

For pneumatic tools start with ToolScan/ AirScan (see below information). After ToolScan/AirScan the ToolCover 
contract can be discussed. The main value for the customer is that the customer knows the maintenance status of 
the tools and the administration for the customer is reduced.

EasyStart

Low price for the customer to give them 
a feeling for our service. Calibration and 
installation from the beginning. Eliminates 
many additional questions after the tool sales. 
Always put EasyStart as an alternative with the tools 
sale. If not included in the first quote it is almost 
impossible to sell. Make an extra effort in presenting 
the value of EasyStart with the new tools. Extra 
important to sell to new customer so that they have the 
system running from the beginning. Otherwise it can 
happen that the unused system is standing in boxes 
at customer site. Not good! Also remember to specify 
what will be included in EasyStart i.e. number of Psets, 
communication, tightening strategy etc. 

ToolScan and AirScan for pneumatic tools

For customer with many pneumatic tools should regular 
check the tools dynamic and static pressure. If the 
customer is not regularly testing this, ToolScan/AirScan 
can be a good service product. Because even if the 
static pressure is ok it does not mean that the dynamic 
pressure is ok. If the customer is sending many tools for 
repair it can be a sign that air installation at customer 
is not correct installed. Collect information from the 
customer and discuss the potential risk by not having a 
correct installed airline. 



Communication6



6.1  Communication Principles 

All communication between the distributor and Atlas Copco will be done via the appointed Sales Engineer 
responsible for the account. He will be the contact person to handle all queries and he will be responsible to 
distribute the information inside the organization.

The first line of escalation is the Team Leader responsible for the country, the second level of escalation is the 
Business Line Manager from General Industry and the third and last level of escalation on the Customer Center 
Eastern Europe is the General Manager.

In case the Distributor is a Certified Service Partner (CSP), a Sales Service Engineer will be also assign to support 
the Distributor in the service matters.

Upon previous agreement, the distributor may contact the supporting functions directly keeping the 
appointed Sales Engineer in the copy of communication.

All visual communication of distributor must follow the Atlas Copco  brand identity manual  for distributors. It 
is available on My Atlas Copco or can be provided upon request by Marketing communication department of 
Atlas Copco.



6.2  Communication map 

Atlas Copco websites



Atlas Copco Smart Portal

Smart Portal is replacing Shop Online, our previous platform for placing orders.

Smart Portal is a platform that will allow you not only to order products as per agreed discount but will also 
allow a much easier user experience such as:

	 -	 product browsing
	 -	 cross-selling and up-selling options
	 -	 centralize point to download  
		  technical information

Link to
training material

on how to use
Smart Portal

Smart Portal access HUSmart Portal access EN Smart Portal access PL Smart Portal access CZ Smart Portal access SK



Learning Link

Learning Link, our Learning Management System, offers a learning experience with reliable, easy-to-use tools 
and functionality that increases opportunities to access our learning and development resources at work, from 
home or on the road. You have access to develop your product knowledge, sales and soft skills. Competence 
development will lead to higher sales hit rate, team and customer satisfaction.



CCEE ACTA GO - up-to-date informations about products

In order to stay First in Mind First in Choice proper and up-to-date information is crucial in today’s world. We 
wanted that you as our partners have access to the same information as our own direct sales team in order to 
support you in sales process and competence development. As solution, CCEE Product marketing team created 
CCEE ACTA GO, the local site where information relevant for local customer centers are shared. It is intended for 
publishing marketing and product news as well as sharing updates on the delivery situation, there are available 
also materials for download like sales and technical presentations, leaflets, brochures, movies and pictures. It is 
also used as local communication for local systems, way of working, local activities, local trainings, etc. 

CCEE ACTA Go is organized in a couple of areas to make it more user-friendly. With quick links to for example 
delivery situation, ServAid, Software center, Demo stock. Content is also organized in different product families, 
so information about the delivery situation, responsible product marketing manager or local service support 
could be found easily. Each section is also divided into Critical updates and Marketing&Technical updates 
depending on business impact. 
 
If you would have more questions or need support with access, please contact Sergiu Lupean.



My Atlas Copco - online www portal for distributors

Secured portal My Atlas Copco is available from 2019. It provides secured access to information valid for  
Atlas Copcó s authorized distributors.

You can reach the secure section of My Atlas Copco easily via top navigation menu within Atlas Copco local site 
under Industrial Technique section.



Atlas Copco Insights

Specialized corner with webinars invitations, white papers, pocket guides, videos, stories etc.

You can reach the Insights easily via top navigation menu within Atlas Copco local site under Industrial 
Technique section. 

A place to share knowledge & expertise

Insights is the place on our website where we place our thought leadership content in written format that 
adress our customers issues and problems to be found by search or by browsing the website. Extend the 
internal expertise and competence that we share daily to our digital channels.



Information for specific product can be easily reached also from Smart Portal product page.

ServAid

Easy access to information about spare parts, accessories, technical data, manuals, safety information 
including CE-declarations and more.



Dimensional drawings



Certificate database

Demo Tools

If you need to demonstrate to your 
customers the capability of our solutions 
please reach out to your Atlas Copco  
contact person, we can support your  
actions with demo tools.



Photo and video gallery



The Profile Store

The Profile Store is an online shop for easy selection and order of Atlas Copco branded items.  
Registration needed.



The PrintShop

The Print Shop is an online shop for printed marketing materials, as leaflets, brochures, catalogues. You 
can easily place the order of leaflets or download the pdf versions (low resolution files available without 
registration, high resolution files available after logging into the platform). 



Youtube

Connect with Atlas Copco Industrial Technique divisional YouTube channel to find latest videos.



Connect with us!

https://www.linkedin.com/company/industrial-tools-and-solutions

https://www.linkedin.com/company/atlas-copco/

https://www.instagram.com/atlascopcogroup/ 

https://www.facebook.com/atlascopcoceskarepublika/ 

https://www.facebook.com/atlascopcopolska/ 

https://www.facebook.com/atlascopcoromania/ 

https://www.youtube.com/@atlascopcoceskarepublika

https://www.youtube.com/@platlascopco

https://www.youtube.com/@atlascopco-magyarorszag



Notes:





Atlas Copco Tools Eastern Europe

Atlas Copco s.r.o., Elektrárenská 4, 
831 04 Bratislava, Slovakia
www.atlascopco.com
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