Repair Shop Takes Care of New Customer with
Tanqo" Repair Tracker

In 2006 Tennessee Armature & Electric in Knoxville, Tennessee won the repair
business for 6 Mohawk Industries carpet plants in the southeast from a competitor who
had serviced Mohawk for several years. According to Ron Collins, Tennessee
Armature’s General Manager, the new business meant handling nearly 300 repair jobs
per month for the 6 plants. His initial concerns included:

e keeping up with the flood of repair quotes on incoming jobs

e fielding job status inquiries from more than a dozen contacts at the plants

e ensuring that timely job documentation reached the correct plant contacts

e delivering on the commitment to provide good failure mode information to

help the Mohawk’s reliability improvement work.

Collins had one additional concern: The competitor he replaced had many friends at the
Mohawk plants, and Tennessee Armature needed a diplomatic way to document and
communicate its performance so that the inevitable day-to-day issues wouldn’t get
blown out of proportion.

This new challenge could have easily overwhelmed the existing systems at Tennessee
Armature, and lead to profit wasting inefficiencies. However, Collins had a new
Internet-based tool in mind to help deal with the opportunity. That tool is Tango™ Repair
Tracker, and he felt the web-based information system would help Tennessee
Armature handle the huge volume of information that would be coming in and going out
for the new customer.
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Both Tennessee Armature and Mohawk saw immediate benefit from the web-based
communication with Repair Tracker. With job status available over the Internet, Collins
found he was spending significantly less time on the phone answering questions from
Mohawk contacts. According to Collins, ‘Repair Tracker is a great communications tool



for showing the status of each job and making the repair details/decisions visible to
everyone.” For Mike Bryant at Mohawk’s Farland Road Motor Shop, having the status
of all open jobs available in one place makes it more efficient for managing the quote
approvals. Prior to Repair Tracker, Bryant had 2 people trying to keep up with a paper-
based quote review system. Now it's easy for him to review quotes pending once per
week and see what needs any special attention. ‘Some non-pc users were out of their
comfort zone at first’ says Bryant, but now ‘even those have come on board’ due the
‘point & click’ ease of use.

Having the detailed failure mode information in a searchable Tango Repair Tracker
database has already resulted in reliability improvement for Mohawk. Tennessee
Armature documents the failure modes found during the repair process and strives to
identify  the root causes.
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their jobs much easier. And for :
Tennessee Armature, web-based
Tango Repair Tracker is a very
important tool in keeping a major
customer satisfied and the
business profitable.
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