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Through Quality &r langsiktig strategi.
Vi kommer inte att lyckas pa 6 manader
kanske kommer vi att efter 36 manader
se tecken pa fordndring och nagra
resultat. Vi maste dndra vart sétt att
tinka pa, allt kan inte ske paen

vecka.”

Den storsta utmaningen 4r att
tillaimpa Leadership Through Quality
efter utbildningen. Cheferna har borjat
arbeta med kvalite tycker Bjorn.
Omgivningens stod for kvalite dr lika
viktigt om inte viktigare én sjédlva
utbildningen. Chefernas stéd och
forstiarkning av kvalitetsutbildningen dr
det som kommer att halla strategin
levande.

Ake Lundsten

Ake Lundsten 4r teknisk distriktschef
och rapporterar till Bjérn. Han har varit
anstalld pa Rank Xerox i 15 ar varav
12 ar som serviceingen;jor.

Som manga andra sa trodde Ake att
Leadership Through Quality var bara
ytterligare ett program i mingden och
han medger att han undrade &ver
strategin f6r inférandet. Han 4r mycket
overtygad om att det skulle ha varit
svarare for honom utan stéd av en chef
som verkligen trodde pa Leadership

Through Quality. “Bjorn har alltid varit
en bra chef, men jag uppskattade honom
annu mer efter hans Qualityutbildning.
Han har tillampat har mycket av det vi
lart oss.

Ake tillbringar nu mycket mera tid
hos sina kunder— tre eller fyra dagar i
veckan anvénds for att bes6ka kunder
och diskutera deras behov och problem.
Ett resultat av Leadership. Through
Quality &r att ett projekt har startats dar
varje teknisk distriktschef ar ansvarig
for namngivna storkunder. Detta har
inforts som reaktion pa att vara kunder
upplevde oss som flera olika foretag—
maskinforsiljning, tillbehdrsforsaljning
service kopiering, service ordbe-
handling, m.m.—daér alla inte anvidnde
samma sprak. Storkundsprogrammet
har gett en béttre samordning och
undersokningar visar pa en positiv
fordandring i attityden mot Rank Xerox
som resultat.

Ake tillbringar ocksa mera tid
tillsammans med sina serviceingenjorer
och Quality-utbildningen har hjélpt
honom att léttare kunna diskutera dom
externa och interna utmaningarna med
teamet. Han anser att Leadership
Through Quality har gjort féretaget
mera medveten om sin personal. “Alla r

mera engagerade nu”, sdger han, “det
finns en stérre forstaelse for nya
idéer ndr man gatt igenom sin
Qualityutbildning”.

Den sista kommentaren ger vi till
Bj6érn Bergman, “Quality &r inte en fem
dagars utbildning som Du sedan

%)

glommer, det dr ett sitt att leva

Rank Xerox in Sweden— A Quality Company

The Swedish operating company was one of the first
trained in the Leadership Through Quality process.
This training began in October 1984 and has continued
to cascade slowly through the company. The first
priority in the Quality Team’s 1986 plan is to achieve,
by the middle of 1986, the training of every employee in
the initial problem solving phase. The second priority
is to support quality improvement projects initiated

by employees. The number of projects has increased,
due, the team believes, to a genuine change in attitude
accompanied by a lift in morale boosted by the
company'’s improved profit levels in 1985.

Rank Xerox Sweden now has 28 customer
orientated action programmes in operation as a result
of Leadership Through Quality training. These
range from customer satisfaction surveys to a smarter
image for Service Engineers.

The TSD function has gone furthest in the training
programme, due perhaps to its constant interaction

with external customers, and thus its early acceptance
of the philosophy of putting the customer first.

TSD has instituted a precise Quality measurement
programme, comprising customer satisfaction
surveying. Twenty surveys go out to randomly selected
customers each week. The surveys achieve an 80 per
cent response rate. They are designed to measure
the customer’s perception of the service. The results of
the surveys show that TSD is achieving one half per
cent improvement every month.

“The most important thing is to remember that
Leadership Through Quality is a long term strategy,”
says Bjorn Bergman. “The greatest challenge is using
Leadership Through Quality after the training is over.
The quality environment is as important, if not more
important than the training. Management support and
reinforcement of the quality training is what will
keep the strategy alive.”

As Branch Service Manager, Bjorn Bergman says,
“Quality isn’t a three week training course then you
forget it, it's a way of living.”
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International

Exchange

, hroughout the year, there are many
achievements in the 26 operating

companies which make up Rank Xerox.
We have introduced this feature,
International Exchange so that we can
all share in the news from around the
Rank Xerox world.

Region A Turnaround

A clear message emerged at the start of
1985 for the Region A companies
spread around Europe—improve profit
margins and realise the value of assets in
terms of cash generation—quickly.

With this focus, return on net assets
has grown by 150 per cent over 1984
performance, and profit margins have
doubled! A profit growth in excess of 100
per cent has accompanied those not
inconsiderable achievements.

“This year the region has made the
vital transition,” asserts Luis G-Camino,
Director, Region A, “from a net
borrower to a generator of over £120
million in cash. And we achieved it
thanks to the quality of our management
and employees and concentrating on
profitable revenue growth.” All of
the Region A operating companies have
contributed positively to the region’s
overall profitability. In fact, with one
exception, all companies have returned
significantly improved profit margins
and five are achieving return on net
assets employed in excess of 20 per cent.

After this fine performance in 1985,
the emphasis will be different in 1986.
In 1986, the primary thrust will be
to capture market share in reprographics
and to develop further our systems
business.

Region A includes the following
countries: Austria, Belgium, Denmark,
Finland, Greece, The Netherlands,
Norway, Portugal, Spain, Sweden and
Switzerland.

Swiss Contract
Rank Xerox in Switzerland has won a
contract to supply integrated office
automation equipment to chemical
industry giant Ciba-Geigy. This pilot
installation was worth over £700,000 in
1985. This first phase has been viewed as
a test for the whole of Ciba-Geigy so
clearly the potential business is huge,
both within Ciba-Geigy and in other
areas of the Swiss chemical industry.
The American division of Ciba-
Geigy sent an observer to Switzerland
during the installation work with a
view to future similar installations in the
United States.

Finnish Contract

Rank Xerox in Finland has signed a
contract with leading Finnish insurance
company AKAPO to supply 135 low
cost, feature rich Xerox 4045 laser
printers. Existing branch office terminals

and line printers were replaced with a
new decentralised system designed

to improve their customer service. A
key role in this system is played by the
4045 laser printers fitted with a unique
copier option. Customers entering a
branch office far from the Helsinki head
office can have a personalised proposal
composed on the head office computer
and printed in the branch while

they wait!

EINIXEIPHMATIKOTHTA ME
IINEYMA OMAAAX
Anotediopata mag Zuironikig
IIpoonadsiag

Ev apyi 1 o Adyos...... Kol 0 AdYoG
1rav 6Tt ausBavBrikopue TNV avdykn va
av€rfoovpe To eninedo eEvnnpétnong,
TIOL TAVTA TPOCPEPUNE, GTOVG
neldteg nag. Ihaitepa og exeivoug
TOUG TEAGTEG TTOL PBpickovTal
S10.6KOPTIGUEVOL GE ATOLO.KPUOUEVEG
neployéc e EALadag, 6movn RANK
XEROX EAAG80g Siver kar 1o S1x6 tng
Tapov.

O nepro66TEPO ATMOTEAEGUATIKOG
TPOTOG Y14 va. ETITUY,OVULE GTIV
npoonaeid pag avt eaivovtay va
givain avadeon TOALGTADV

Rank Xerox products are used in this highly skilled
glass blowing factory in Mainz, Germany.
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Rank Xerox Australia provided the facsimile
machine which enabled the yacht designer and
boat builder to co icate and produce the
America’s Cup winning yacht, Australia I1.

0pHOSIOTHTWV GTO TPOCWTLIKO POG
7oL eELTNPETOVGE TIC TEPLOYES AVTEG.
AvT6 LTOVVOVGE OTL OL EISIKEG YVIIGELG
7oL 0 KaBEvaG EIXE OTNV OLYKEKPLUEVT
SOLAELG TTOL EKaVE LEYPL TOPO,

66 rpene va yprnioLonombovy
TEPIGGOTEPO AMOTEAECLATIKA OVUTWOG
MWOTE VA LEYIGTOTOUCOLY TNV
anodoon. H eidikt| yvidon evog
TEXVIKOU, N Tapdderypa, fa
uropoboe va yproLonomdei yid tnv
npodbnon noiicewy Zuuporainy
IMApoug Texviktig EEunnpetiicemg
(FS.M.A.), xapTiob, avalooipmv
KAT., QUECA 1| ERLUECTA VO ENTPEGCEL
TO ETMYEPTNUATIKA ATOTEAECUATA
(rwioeg). H Abon ov £dwoen

RANK XEROX EAAd8ogfitavn
dnuiovpyia TG Evvorag
«Emygipnpatiki Opadoa» (BUSINESS
TEAM)

TOpuQmva LE QLTTV TNV EVvold,
GTOLG UTAAMIAOLG EKTOG TOL
Tunipatog IoAnoewy 866nkav atdyor
Ta v avgnon tov apBpov
TAPAYOUEVAV AVTLYPAP®V, TOV
Badpot nAnong F.S.M.A. v abénon
TV ECOSMV aNO TOANCELG
UNYXaAVNRATOV, XopTIoN, UTNPECIHOV
DOTOAVIIYPOPIKAOV KEVTPOV KAT., T4
TNV OCUYKEKPILEVT TEPLOYT| GTTV OO
gpyalovrtav. I'd v enitevén avtdv
TV 6TOYWOV LRNPYE Md avdioyn
avtapopr (BONUS). Eto, n mpocoyti
ToLG pETOQEPONKE and TNV emitevén
TMV GUYKEKPIRLEVOV SpacTNPIOTHTOV
TOUL THHHATOG TOLG GTNV EMITELEN TV
GTOYWV NG OHadag.

H évvowa g Emyeipnuotikig
Opadag epappdcdnke atnv Bopewa
kat Notia EAAGda v 1n Maiov 1985
KQL LE EVIUVTWOLLKA ATOTEAECLOTA.
Tav napdderypo Kal pévov
avVOQEPETALT OVENON TOV TWAT|GEWV
pnyovnudtov katd 29% oty Bopela
ko kotd 68% otnv Notia EAAGSa To
Sevtepo eEdunvo tov 1985 oe oéon pe
70 TPpdTO. O TOANGELS YAPTION
avéfbnkav yid tnv idia tepiodo katd
59% ko1 78% avtiotoya. ITapduoeg
BeATidoEG TOPOTNPRON KAV KL OF
GAAOVG TOUEIG TOANGEWV. AT’ TNV
GAAN TAELPE TO KOGTOG TOAT|CEWY Y1d.
v S g povikt nepiodo Epeive
OVETNPENGTO.

EnunAdov, nopatnpribnken
avantuén evog SuvaTov «TVEVUATOG
OLKOYEVEING» LETAED TV VTAAAGA WY
WLO.G GTNV TPOCTABELD TOUG VO
ENMMPEACOLY TO ATOTEAECHATA TG
opnddac. Avtd to mvevua
atodEIKVOETAL ALTLO TO YEYOVOG OTL
GTTV TPOETOLLOOIN
TPOYPOULATICUEVOV EMBEIEEWY
(PACESETTERS) oTig meployéc avtéc
OULPUETEIX QY KAt LEAT) TV
OLKOYEVEIDV TV 008pOTTOV Hog EXEL.
Aoy oA KAV LE TNV ATTOGTOAN TV
TPOCKANCGEWV, ETOIRAGAV TOVG
XDPOLE LTLOSOYNG TV TEANTMOV PLag
KoL GE H1d — SV0 TEPTPMOELG,
UETEQPEPAV KL UMY AVEG BTNV
npoomadeia ko avtoi va fonbricovv
TOLG S1Kovg TOVG.

Etow otjpepa propobpe 6x1 va
MAGHE T4 Tvedpa opddac, aAld yid
TVEVLO OLKOYEVELDLG TNG Suvapikig
Owkoyévewog Tng RANK XEROX
EALGSoc. H pwToypagia mov
mopotifeTal anoterel andSeEn pidg
T€To10C EVYAPLOTNG EUTELPIOG.

Team Work Pays off in Greece

When Rank Xerox Greece SA was founded in 1972 its
activities were primarily concentrated in the main
urban areas. However, the recent economic growth in
rural areas forced Rank Xerox to move into these areas
more intensively. This has been an extremely
challenging and difficult task given the peculiarities of
the Greek geography and consequent customer
dispersion. Yet, the prime objective of customer
satisfaction has been attained by using a team approach.

This was achieved by integrating the activities of all

personnel serving these customer areas. The key was
that the specific skills of each person should be
effectively utilised to maximise returns.

This Business Team concept was introduced in
northern and southern branches on May 1, 1985 and
led to impressive sales results. Sales grew by 29 per
cent in northern and 68 per cent in southern branches
in the second half of the year, compared with the
first half of 1985.

Moreover, a strong family spirit has developed
among the staff in their efforts to improve team results
even further.




19

Xerox Middle East and North Africa
Operations

Xerox Middle East and North Africa
Operations (XMN), until November
1985 known as Distributor Market
Operations, covers countries, mostly in
and around the Middle East and
Mediterranean, where Rank Xerox is
able to operate more effectively through
a distributor than by means of an
operating company. The distributor has
the local market knowledge and XMN
provides central logistical support,
training and technical help to the
distributor. XMN covers countries as
widespread as Iceland, Tunisia, Malta,
Cyprus, Turkey and Oman.

The operations are managed and
supported from XMN’s head office in
Westbourne House, London and orders
are despatched by the Special Market
Group in Venray, Holland. XMN
also has a branch office in Algiers to
service the important Algerian market.

During 1985 XMN has been able to
set up in Bahrain and the United Arab
Emirates, and is in the process of
establishing new operations in Syria,
Saudi Arabia, Kuwait, Jordan, Qatar,
and Mauretania. Clearly XMN is
entering a phase of rapid growth.

Eastern Export Operations (EEO)
Rank Xerox Eastern Export
Operations is responsible for ten
countries in the Eastern Bloc. The
operation is run from a London HQ
with offices in each country. Rank
Xerox is in a very strong position in
each of these countries, with a market
share for copiers in excess of 50 per
cent in many of them.

The company has a high profile
sponsoring many major cultural
and sporting events. “We are seen by
the governments as the desirable
company to do business with,” says
Ralph Land, General Manager of EEO.

EEO was formed in 1968 and has the
largest office of any British company in
Moscow. It has recently signed a
one-year contract with the Soviet Union
worth £7.85 million.

In partnership with Modi in India,

Rank Xerox has installed in the Australian
Bureau of Criminal Intelligence, the Xerox
8010 workstations which help analysts
identify and combat criminals involved in
drug traffic. The installation represents a
major breakthrough for Rank Xerox into the
“Security Industry’.

Tony Goodman, Special Project Manager,
Rank Xerox Australia.

Rank Xerox has established a plant to
assemble Xerox 1075, 1045, 1035 and
1025 copiers solely for export to the
Eastern Bloc which has significantly
increased the volume of business

for EEO.

“The secret of our success,” says
Ralph Land, “is that we have been able
to solve currency problems and
surmount the problems of import
restrictions.”

Rank Xerox delivery at the Sonnblick observatory
at the peak of the highest mountain in Germany.

The Jerindustriens Fortlag Educational

Publishing house in Denmark now
produces books electronically
using Xerox systems.

This has been achieved through the
practice of counter trade, that is
exchanging Xerox products for Eastern
European goods, and through co-operative
agreements.

Rank Xerox is also unique among
multi-national corporations in that it has
established two International Training
Schools, one in Romania and another
in Czechoslovakia to train service
engineers.
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Rank Xerox

in Society

Bridging the Information
Technology Gap

Rank Xerox places a high priority on
community action. The Portfolio of
Social Action covers three main areas:
research into work and society,
emphasising jobs, education and social
values; schemes to help young people
find work; and industrial/educational
liaison. The Portfolio also contains
participation in the arts, particularly
where young people are involved—for
example the Royal Court Theatre
Young Writers Festival sponsorship in
the UK and the Chamber Orchestra of
Europe.

The Rank Xerox Trust, which
provides funds internationally in these
areas, has contributed £120,000 to
projects in 1985.

In South Africa, Rank Xerox
supports a wide range of social,
educational and cultural charities. The
majority of the contributions are
directed towards those groups which are
helping those sectors of society dis-
advantaged by apartheid, for example
the South African Institute of Race
Relations, the Urban Foundation, the
Legal Resources Trust and the African
Self-Help Association.

Rank Xerox has instituted a grant
programme for universities in the UK,
Spain, Sweden, Switzerland, France,
Italy, Germany and Australia. The Rank
Xerox University Grant Programme will
gift computer equipment worth £2.1
million to selected universities in
the operating companies mentioned in
order to promote computer science
research using the Xerox Development
Environment. This programme is part of
a worldwide initiative worth over £17
million. Equipment has already been
made available in some operating
companies, notably Scandinavia,

Holland, France, Spain and the UK.

The focus of community activities
in 1985 was to bridge the information
technology (IT) skills gap for young
people. “There is an acute lack of IT
know-how amongst young people
in Europe,” asserts Paul Kibbey,
Manager, Social Policy, International
Headquarters. “The skills gap is ever
widening and we feel that our efforts can
do the most good in supporting a range
of youth training initiatives in information
technology education and awareness.”

Innovation ’85, organised by the
UK company at Cranfield Institute of
Technology in April 1985, is an example.
The four-day event focussed on
encouraging the development of skills
in the young to meet the needs of
the European economy over the next
ten years.

The event provided an overview
of information technology and document
handling as well as demonstrating the
practical benefits of its usage in the
business environment of the modern
world.

Rank Xerox will invest £1 million in
the UK over the next two or three years
in a combination of schemes instituted
at school level right through to the
boardroom. The programme aims to
encourage excellence in the practice
and applications of information tech-
nology.

On announcing the programme,
Derek Hornby, Chairman of Rank
Xerox UK said, “The large investment
we are making in these schemes is
evidence of the seriousness we attach to
the issue of education and training in
information technology.”

Expedite (South West) Limited is managed and
run by former Rank Xerox employees, and is a
winner of one of the Rank Xerox Mitcheldean
Vendor Quality Awards for 1985. Expedite,

in addition to outside contracts, provides a mail
and stationery service to the Mitcheldean site and
MEWS'tenants.

Mitcheldean Enterprise Workshops
The Rank Xerox Community Support
Programme led to the founding of
the MEWS in 1984. The enterprise
workshops comprise 91 units in four
buildings on the site of the Mitcheldean
plant in Gloucestershire.

Seventy five of the units have
been let so far to 45 businesses. The
objective of these managed workshops
is to foster the growth and development
of small business and thus create
employment. The tenancy agreement is
of the “easy in, easy out” variety,
making it easy for the tenants to expand
or contract without incurring a heavy
financial penalty. A counsellor from the
Gloucestershire Enterprise Agency
(itself largely created through the
support of Rank Xerox) is available on
the site and the businesses receive
support through Xanadu. Thus the main
burdens which are common to new
business start ups are lifted, and the
entrepreneurs are free to get on with
building up their businesses. The
workshops house a wide variety of
businesses, from crystal glass engraving
to a meat pie manufacturer to a video
club. The workshops provide employ-
ment for about 170 people directly, and
70 more are indirectly employed by the
tenants. One quarter of the businesses
have been set up by ex Rank Xerox
employees, and 40 per cent of the people
employed in the workshops worked
previously for Rank Xerox.
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Worldwide locations

INTERNATIONAL
HEADQUARTERS
Rank Xerox Ltd
Rank Xerox House
338 Euston Road
London NW1 3BH

MANUFACTURING AND
ENGINEERING

France Lille
Societe Industrielle Rank Xerox SA

Zone Industrielle. Route de Reckham

59960 Neuville en Ferrain

The Netherlands Venray
Rank Xerox Manufacturing
(Nederland) BV PO Box 43
5800 MA Venray

Spain Coslada

Rank Xerox Espanola SA
Fabricacion

Avenida de Fuentemar

No 20 Poligono

Industrial de Coslada, Madrid

UK Mitcheldean

Rank Xerox Ltd
Mitcheldean
Gloucestershire GL17 0DD

UK Welwyn Garden City
Rank Xerox Ltd

PO Box 17

Bessemer Road

Welwyn Garden City
Herts AL7 |HE

MARKETING OPERATIONS

Australia

Rank Xerox (Australia) Pty Ltd
970 Pacific Highway

Pymble, Sydney, NSW 2073

Austria

Rank Xerox Austria GmbH
Nussdorfer Lande 29/33
PO Box 300 *

A-1191 Vienna

Belgium

NV Rank Xerox SA
Leuvensesteenweg 555
B-1930 Zaventem

Denmark

Rank Xerox A/S
Borupvang 5
DK-2750 Ballerup

Eastern Export Operations
Rank Xerox Ltd

Eastern Export Operations
Westbourne House

14-16 Westbourne Grove
London W2

Egypt

Xerox SAE

2 Lebanon Street
Mohandiseen

El Giza

Cairo

Finland

Rank Xerox OY
PO Box 55
SF-02631 Espoo 63

France

Rank Xerox SA

Tour Arago, 5 Rue Bellini
92806 Puteaux

Germany

Rank Xerox GmbH
Emmanual-Leutze-Str 20
D-4000 Disseldorf-Lorick

Greece

Rank Xerox Greece SA
154 Syngrou Avenue
17671 Kaluchea
Athens TT 404

Hong Kong

Rank Xerox (Hong Kong) Ltd
54F Hopewell Centre

183 Queens Road East
Wanchai

Hong Kong

India

Modi Xerox Ltd
13th Floor

98 Hemkunt Tower
Nehru Place

New Delhi

Republic of Ireland

Rank Xerox (Ireland) Ltd
Glasnevin Ind. Estate
Finglas Road, Dublin 11

Italy

Rank Xerox SpA
PO Box 3095
1-20100 Milan

Ivory Coast

Rank Xerox Cote D'lvoire SA
Boulevard Valery Giscard d'Estaing
BP 402, Zone C

Abidjan

Kenya

Rank Xerox Kenya Ltd
Kenyatta Avenue

PO Box 204 10

Nairobi

Kenya

Malaysia

Rank Xerox Ltd
1-A Gelang Bersatu
13/4 Petaluig Gaya
Kuala Lumpur
Malaysia

Morocco

Xerox Maroc SA
30 Avenue des FAR
Casablanca 01

The Netherlands

Rank Xerox (Nederland) BV
Maasluisstraat 2

1062 GD Amsterdam-West

New Zealand

Rank Xerox (NZ) L«d
Newpark Building

Short Street

Newmarket. PO Box 5948
Auckland

Nigeria

Rank Xerox (Nigeria) Ltd
Block C. Plot 3

Matori Scheme Oshodi
PMB 21314 [keja

Lagos

Norway

Rank Xerox A/S
PO Box 905
N-1301 Sandvika

Portugal

Rank Xerox (Overseas) Ltd
AV Antonio

Augusto de Aguiar 106
Lisbon 1

Singapore

Rank Xerox (Singapore) Pte
190 Middle Road

Number 18-00

Fortune Centre

Singapore 0718

South Africa

Rank Xerox (Pty) Lid
PO Box 127

Isando 1600 Transvaal

Spain

Rank Xerox Espanola SA
Calle Josefa Valcarcel 26
Madrid 27

Sweden

Rank Xerox AB
§-17177 Solna
Stockholm

Switzerland

Rank Xerox AG
Postfach 8050
Thurgauerstrasse 40
Zurich 7

UK

Rank Xerox (UK) Lid
Bridge House

Oxford Road
Uxbridge

Middlesex

Fuji Xerox Co Ltd
3-5 Akasaka 3 Chome
Minato-ku

Tokyo 107

Japan

Korea Xerox Co Ltd
120-20 Seosun-Dong
Choong-ku

Seoul

Korea

Philippine Fuji Xerox Corporation
IFC House

Corner Alfaro and Gallardo Streets
Salcedo Village

Makati

Metro Manila

Philippines

PT Astra-Graphia
JL Kramat Raya 43
Jakarta

Indonesia

Taiwan Fuji Xerox Corporation
Section 1-56

Chung King South Road

Taipei

Taiwan

Thai Xerographic Systems Co Ltd
K & Y Building

No 16 Surasak Road

Bangkok

Thailand
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