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Introduction 

  

From Monday, March 9
th

 to Friday, July 3
rd

 2015, I carried out a work 

placement within an automotive components manufacturer called Erlson Precision 

Components Limited which is located in an industrial estate in Skelmersdale, 

Lancashire, United Kingdom. During four months, I have been employed by the 

company as a Sales Office Assistant and have joined the Sales Department. The 

position included a full-time job – working thirty eight hours a week – and a 

remuneration for the work done during this period. My placement mentor was 

Daniel Jones, who holds the position of Sales Engineer in the company.  

 

First, this work experience at Erlson gave me the opportunity to discover the 

automotive industry that was unknown to me until then. Particularly, I have noticed 

that the automotive engineering sector requires a high level of performance since it 

is one of the most advanced industries. This is therefore a very demanding sector 

due to the constant technological innovation and also a very complex industry 

because of some quality and environmental standards to which engineering 

companies have to submit.  

Erlson Precision Components Limited is one of the automotive engineering 

companies, which has been part of this sector for almost thirty years. In order to 

achieve economic growth and maintain its business over the years, the manufacturer 

has chosen to provide niche products, targeting specific market segments including 

the turbocharger, hydraulics and powertrain markets. The company claims to be 

customer-oriented, committing to complete customer satisfaction.  

 

Throughout the entire period of the work placement, I have been incorporated 

in the Sales Department whose main objective is to secure more business by 

attracting and retaining actual and potential customers. My position essentially 

consisted in supporting Sales Engineer and NPI (New Product Introduction) 

Engineers in their daily work. I have been able to firstly observe, then learn and 
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finally contribute in excellent conditions to the roles of each member of the Sales 

team, the functioning of the Department, and in a more general way to the 

functioning of Erlson Precision Components.  

 

From a general perspective, these four months I spent within the company 

gave me the opportunity to comprehend how an automotive engineering company 

such as Erlson Precision Components, in an extremely demanding and complex 

sector like the automotive industry, can claim to offer to its OEM and tier one 

customers, products and services suitable to their needs.  

 

In order to report my 4-month work placement within the manufacturer 

Erlson Precision Components, it seems logical to provide first a presentation of the 

company including a presentation of the Sales Department. Then, the distinct 

missions I have been assigned will be specified as well as the different difficulties 

encountered and comments suggested. Finally, a comparison of the customer 

orientation of Erlson with some theoretical literature will be expounded.  
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Erlson Precision Components Ltd: Automotive 

components manufacturer since 1973 

 

1. From its foundation in 1973 until today 

 

Erlson has been part of the automotive industry since its foundation in 1973 by 

E.R.Lattimer. For almost thirty years, the company is acting as a subsidiary, being 

owned by different groups over the period.  

 In 1986, the company has been purchased by Hampson Industries PLC, a 

British provider of engineering services to both automotive and aerospace industries 

through various subsidiaries. The majority of their activity was focused on aerospace 

applications supplying transparencies, composites, plastics, machined components, 

aerospace fabrications and assemblies through three subsidiaries respectively named 

Hampson Aerospace – Fabrications/Assemblies, Hampson Aerospace – Machining and 

Hampson Aerospace - Industrial. The group also owned a fourth and last branch aimed 

to automotive applications, Erlson called at that time Hampson Precision Automotive 

(HPA).  

During twenty five years, Erlson benefited from the strength and global presence 

of the Hampson group to grow and develop. The company had started its operations 

with a single plant based in Lancashire and then acquired a second and a third factories 

respectively in 1990 and 1997, and even going so far as opening a new plant in 

Bangalore, India, targeted to the Indian market (HPAI). In 2008, Hampson Precision 

Automotive employed more than 300 people and its sales exceeded £22.5m. 

Since 2011, Erlson Precision Components Limited belongs to GIL Investments, 

a UK-based private investment firm owned by the group Grove Industries. This firm 

currently controls stakes in thirteen businesses, most of which are headquartered in the 

UK and involved in sectors classified as ‘General Industrials’, ‘Distribution’, 
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‘Manufacturing’ or ‘Support Services’. Since then, the company has changed its name 

back to Erlson Precision Components Limited and has continued to grow and develop.  

 

2. Company Profile 

 

Presently, Erlson Precision Components is a specialist manufacturer of small, 

highly engineered components and assemblies for a range of automotive and general 

industrial applications. The core targeted markets are turbocharger, hydraulic and 

powertrain components. Its current turnover amounts to £13.5 million and has been 

achieved by a workforce of 219 people. The manufacturer operates worldwide as 90% 

of its sales are aimed to OEM and tier one customers in United States, Europe, South 

America and Asia.  

Danny Haigh holds a position of Managing Director and manages the business 

organized in 9 departments namely Quality, Engineering, Operations, Supply Chain, 

Finance, Human Resources, Information Technology, Sales, Maintenance. [Annex n°1, 

p.32] Erlson manufacturing is carried out throughout the year from a 75.000 sq.ft. 

(7,000 sq.m.) facility in Lancashire divided in three units, each of which produces 

specific components. Steel components are produced in factory 1, brass and bronze 

parts in factory 2 and shafts and wheels in factory 3. This facility also houses the global 

centre for development and advanced engineering excellence.  

Since 2003, Erlson facilities based in Skelmersdale are accredited to ISO 

standards
1
 including ISO/TS 16949:2009, ISO 9001:2008, ISO 14001:2009, as well as 

worldwide OEMs approvals.  

                                                 
1
 These certificates are established by the International Organization for Standardization (ISO) 

and reviewed every five years. ISO/TS 16949:2009, in conjunction with ISO 9001:2008, defines the 

quality management system requirements for the design and development, production and, when relevant, 

installation and service of automotive-related products, and ISO 14001:2004 specifies requirements for an 

environmental management system. 



- 6 - 

 

In 2008, a management system called SAP has also been implemented at Erlson 

to manage and facilitate all the transactions within and between all the distinct 

departments.  

 

3. Market position  

 

Erlson is internationally recognized as an established supplier to global OEM 

and tier-one customers in passenger cars, commercial vehicles and off-highway 

applications. The company benefits of world-class research and development, and 

prototypes capabilities, particularly in small parts. Moreover, it is considered as a 

market leader of outsourced turbocharger shaft and wheel assemblies.  

As we know, the automotive industry is an extremely demanding sector due to 

continuous technological innovation. Since Erlson offers high-precision components 

requiring the tightest and dimensional tolerances, it constantly invests in latest 

technology so that customers can benefit of a world-leading engineering. Furthermore, 

the company manufactures very specified products, called niche products intented for a 

restricted market segment. Thus, Erlson corporate strategy is to be customer-oriented, 

operating internationally and offering state-of-the-art technology at a lowest total cost.  

 

4. Erlson Customers 

 

Regarding its relationships with customers, Erlson Precision Components only 

transacts business with other companies; it is thus a Business to Business trade. The 

manufacturer supplies more specifically OEM
2
 and tier one customers

3
 mainly based in 

Europe, United States, South America and Asia.  

                                                 
2
 An Original Equipment Manufacturer (OEM) is a company whose products are used as 

components in another company’s product. Usually, the company that sells the finished product is known 

as “value-added reseller” (VAR) and the OEM customizes the designs according to the VAR’s needs.  
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Its major customers include Bladon Jets, Bosch Mahle Turbo Systems, BOS 

GmbH & Co. KG, Bosch Rexroth UK, BorgWarner, Continental, Cummins Turbo 

Technologies (CTT), Daimler, Honeywell Turbo Technologies (HTT), IHI Charging 

Systems International (ICSI), IHI Japan, Key Yang Precision, MHI turbos, North Devon 

Electronics, Pankl APC, Turbo Energy Ltd, Volvo Powertrain. 

 

5. Erlson main competitors  

 

Given that Erlson operates internationally, the company is in competition with 

automotive components manufacturers settled mainly in North America as well as in 

Europe and in Asia. Its competitors include Berger Holdings GmbH & Co. KG, Indo 

Schottle Auto Parts PVT. Ltd., Maini Precision Products Pvt. Ltd., Lindenmaier 

Slovakia, Strite Industries Ltd, Dial Precision Inc., Perrotton SA, Star Engineering & 

Machine Co. Inc, GS Brown Precision, Facts Precision Ltd, CIMOS d.d. Automotive 

Industry and Dalian Nakamura Precision Parts Industry Co. Ltd.   

 

6. Products and areas of expertise  

 

With over 60 robots, Erlson engineering competencies include: CNC turning
4
, 

grinding
5
, milling

6
, honing

7
 and drilling

8
; single and multi-spindle, horizontal and 

                                                                                                                                               
3
 A tier one customer is a direct supplier to OEMs. Manufacturers sometimes refer to companies 

in their supply chain as tier one or tier two suppliers. The terms indicate the commercial distance in the 

relationships between the manufacturer and supplier. 

4
 CNC Precision Turning is a machining process used to create turned parts such as bushings, or 

threaded bolts on a rotational milling machine, also known as a lathe. The lathe is operated by Computer 

Numerical Control (CNC), a process that allows for the automated or supervised control of the lathe with 

precise speed, location, and control of the cutting bit. 

5
 CNC Grinding uses computers to control a grinder, which is a shaping device that uses 

abrasives to remove material 
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vertical lathes; state-of-the-art production systems, automation and robotics; electron 

beam welding
9
; metallurgy/metrology laboratories; “Lean” practices

10
; cellular 

manufacturing
11

.  

 

Concerning its products, it is also worth commenting that 90% of those 

manufactured by Erlson are aimed to the global turbocharger market for passenger cars, 

commercial vehicle and off-highway applications. This is the reason why the company 

primarily manufactures turbocharger and injector parts, as follow: 

- Turbocharger parts: thrust bearings, compressor wheels, precision nuts, oil 

flingers, thrust collars sleeves and spacers, machined housings, journal bearings, 

shafts, fully balanced shaft and wheel assemblies, variable geometry 

components.  

- Injector: `stator’ and `armature’ components for the injector coils.  

As manufacturing processes depend on the customer requirements, we can consider that 

these are bespoke products. 

Furthermore, as shaft and wheel assemblies constitute the majority of the 

turbocharger parts manufactured and sold, Erlson offers a wide range of assemblies 

                                                                                                                                               
6
 CNC Milling is a machining process used to remove material from solid materials. The milling 

machine may be oriented with either a horizontal or vertical spindle.  

7
 Honing is a material removal process that uses an abrasive stone to provide a smooth surface 

finish. 

8
 Drilling is a cutting process that uses a drill bit, which is a rotary cutting tool to cut or enlarge a 

hole of circular cross-section in solid materials. 

9
 Electron Beam Welding (EBW) is a fusion welding process in which a beam of high-

velocity electrons is applied to two materials to be joined. 

10
 “Lean” Practices are systematic methods for the elimination of waste within a manufacturing 

system. 

11
 A lean method of producing similar products using cells, or groups of team members, 

workstations, or equipment, to facilitate operations by eliminating setup and unneeded costs between 

operations 

https://en.wikipedia.org/wiki/Cutting
https://en.wikipedia.org/wiki/Drill_bit
https://en.wikipedia.org/wiki/Cross_section_(geometry)
https://en.wikipedia.org/wiki/Welding
https://en.wikipedia.org/wiki/Charged_particle_beam
https://en.wikipedia.org/wiki/Electron
http://www.businessdictionary.com/definition/producer.html
http://www.businessdictionary.com/definition/product.html
http://www.businessdictionary.com/definition/user.html
http://www.businessdictionary.com/definition/cell.html
http://www.businessdictionary.com/definition/group.html
http://www.businessdictionary.com/definition/team-member.html
http://www.businessdictionary.com/definition/equipment.html
http://www.businessdictionary.com/definition/operations.html
http://www.businessdictionary.com/definition/setup.html
http://www.businessdictionary.com/definition/costs.html
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from passenger cars (compact, light and mid-sized) to commercial diesel (small, large 

and heavy-duty) including high pressure passenger cars (diesel and gasoline).  

Among these products, thrust bearings can be made of brass
12

, bronze
13

 or 

sintered iron and manufactured from sintered or forged blanks as well as bars. Journal 

bearings can also be made of brass, bronze or aluminium and manufactured from tubes, 

solid bars or castings. The remaining products namely steel
14

 components are made of 

super alloys -e.g. nimonic, alloy steel, stainless steel, Carbon steel- and manufactured 

from solid bar, forged blanks, hard and soft manufacturing.  

 

7. Sales Department 

 

During four months, I did a work placement within Erlson sales department. The 

first thing to be aware of is that it does not work as a typical sales department, insofar as 

the majority of the Sales team does not carry out sales activities.  

Sales team is officially composed of the Sales Engineer, Daniel Jones, who was 

also my placement mentor; the Project Manager, Scott Murisson; the NPI Engineering 

Manager, Ian Caunce who direct the NPI (New product introduction) team. This is 

made up of NPI engineers namely Adam Wilson, John Culshaw, Phil Charnock, Chris 

Hegginbotham, and a Development Line Supervisor, Kieron Tilley. [Annex n°2, p.33] 

In practice, Daniel Jones is the only employee strictly speaking who carries out sales 

activity. 

Nevertheless, all these people are settled in the same office, which is an open 

space, each with personal computer and phone line, using SAP management system for 

transactions. All are working in team every day as each has a role to play in making the 

process work.  

                                                 
12

 Brass is an alloy of copper and zinc.  

13
 Bronze is an alloy of primarily copper and other metals, usually tin and sometimes arsenic, 

phosphorus, aluminium, manganese and silicon. 

14
 Steel is an alloy of iron and carbon.  
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8. Main positions of the sales department 

 

As Sales Engineer, Daniel Jones is in charge of maintaining the relationship with 

customers, which involve overseeing all customer activity from a commercial 

standpoint - by understanding the market, customers and competitors.  

As Project Manager, Scott Murisson is supervising delivery of PPAP 

(Production Part Approval Process) samples to Borg Warner Turbo Systems, then 

following through the PPAP until the parts are released for serial production and finally 

supervising quality and delivery performance to all divisions of the manufacturer. Given 

that orders from BorgWarner represent one of the biggest growth areas for the business 

outside shafts and wheels in the last 18 months, it has been decided to have a specific 

manager for this customer.  

As NPI Engineering Manager, Ian Caunce manages and drives technical support 

and strategic direction to the NPI team and also ensures that the Sales department meets 

agreed KPI’s (Key Performance Indicators) and customers’ requirements.  

 

9. Function of the sales department 

 

Overall, the primary function of the Sales department is to generate customer 

quotations according to their requirements and with a competitive price, and finally 

secure more business with actual or potential customers.  

 

First, the Sales Engineer Daniel Jones or the Managing Director Danny Haigh  

receive customer RFQ (Request for quotation) via e-mail, and then evaluate it with the 

NPI Engineering Manager Ian Caunce to determine whether it is of interest to Erlson, 

considering the type of product, pricing, expected volumes and dates. If the RFQ is 

declined, the Sales Engineer shall inform the customer. If the RFQ is accepted, the Sales 
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Engineer creates a quote folder on the Sales drive for the customer, referencing a 

quotation number and containing all the relevant documentation (drawings, material 

specifications, manufacturing terms and conditions…). 

Secondly, NPI Engineers determine the general manufacturing method taking 

into account the volume and quality requirements of the component. They may contact 

the customer to request changes to be made to drawings or specifications to facilitate 

manufacture. A general costing should also be carried out estimating manufacturing 

costs taking into account cycle times, set-up times, batch quantities, subcontract 

processes e.g. heat treatment, as well as any costs for specific tooling, fixtures, gauging, 

material handling and packaging. Then, the feasibility requirements form will be 

completed and the production controller has to be consulted to confirm that capacity is 

available for the proposed manufacturing method and volumes required by the 

customer.  

Once costings sheets is completed, the Sales Engineer generates a formal 

quotation to submit to the customer, including the piece part price per yearly volume, 

tooling and gauging costs, DFM proposals and the general Erlson Terms and 

Conditions. If the quotation is acceptable, and the customer issues an order to Erlson in 

line with what has been quoted, the Sales Engineer generates a new work order (WO) 

number along with an Internal Sales Order (ISO). The ISO, with all the relevant 

documentation is then issued to the relevant staff (GM, AEM, Technical Manager, 

Quality Engineers, NPI Team) in order to begin Quality and Manufacturing planning 

procedure.  

 

In addition, it should be specified that if there is any changes required by the 

customer, it is the responsibility of the Sales Engineer to inform all people involved in 

the project and to initiate ECN (Engineering Change Notification) into system. As 

customer quotations are generated according to customers’ requirements, the Sales 

Engineer may also be asked to obtain customer satisfaction data.  
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Sales Office Assistant position 

During my placement period, I joined the Sales team within the office, with a 

personal laptop at my disposal. I had my own email address to contact suppliers, 

customers and colleagues, as well as my own access to SAP management system to 

conduct sales transactions. 

As a Sales Office Assistant, I attended most of the time Daniel Jones, the Sales 

Engineer and my placement mentor. My role consisted in supporting him and NPI team 

in their daily work. I therefore participated in team work and carried out co-

responsibility missions. I was in charge of tasks gradually important with more 

responsibility. Nevertheless, as some of them were one-off and without any great 

interest, I chose to introduce only the most typical tasks I realized in my position as 

follow:  

 

1. Generate internal documentation 

 

 Generate quotation folders  

Upon receipt of requests for quotation (RFQ) from new and potential customers, 

a new quotation number must be allocated in the Sales enquiry log. This document is an 

Excel sheet in which all the RFQs received are listed indicating for each: the day of 

receipt, the person responsible for it at Erlson – the Sales Engineer, Daniel Jones most 

of the time or the Project Manager Scott Murisson, the final result -project quoted, 

declined or cancelled, the customer, the name of the project, every parts number – 

knowing that one quote number must be created for one part number, a target price – 

that can be found on SAP with transaction MCV6 for parts registered in the system, the 

day internal response has to be done, the day response to customer has to be sent. 

Usually, an answer must be provided to the customer four weeks after receipt of the 

request except if a certain deadline is required, and the internal response must be 

available the week before so that Sales team can review it. Overall, this list of RFQs 

allows everyone to be aware of the quotations Erlson has to provide in time. 
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Once the quotation number is allocated, a quote folder must be created in the 

Sales Drive, in the respective customer folder. All the relevant documentation provided 

by the customer is copied including emails (internal and external conversation), 

drawings, customer or international material specifications, manufacturing terms and 

conditions… As well as a quotation form [Annexe n°3, p.34]stating yearly volumes, 

prices, raw material used, and costing sheets –one per part number – that will be 

completed then by the NPI Engineers to determine the manufacturing methods and 

costs. Consequently, during four months, I was in charge of creating every quote folder 

needed upon receipt of RFQs, obtaining additional literature from the customer when 

missing. I was also asked to keep informed by email all the engineers involved in the 

project of the quotation indicating the due date and if there is, of any changes regarding 

it. 

Usually the Sales Department receives RFQs from current or new customers by 

email. However, for some of them such as BorgWarner, Continental or Bosch Rexroth, 

requests are received on the Supply On platform. This central online platform aimed to 

manage business processes between manufacturing firms, suppliers and service 

providers across continents in a structured and secured manner, as all the relevant 

documentation is protected. Consequently, Erlson establishes online businesses with 

customers submitting bids on the platform upon receipt of RFQs. For these customers, I 

therefore had to connect to the platform with Daniel Jones access and download the 

documents.  

In addition, I have contacted BorgWarner and the customer service website to 

register Erlson as official supplier on the WebEDI. This Supply On service is necessary 

to establish an ASN communication (Advanced Shipping Notification) so that both 

companies can exchange all the relevant documentation for delivery and locate 

schedules. 

 

 

 Raise internal sales orders (ISO)  

Upon receipt of order from a customer, an internal sales order (ISO) [Annexe 

n°4, p.35] must be completed with all the relevant information provided by the 
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customer – one ISO per work order- such as the work order (previously generated by 

the Sales Engineer, Daniel Jones), part number, quantity, price, date of delivery, person 

who placed the order at the customer. Then, the ISO sheet is saved in the customer 

folder named with the WO and date, and part drawings related downloaded in the 

drawings folder. Once the ISO is raised, first, people involved in the project are 

informed by email of the new ISO, sent with the part drawings including the work 

order, delivery place and date as well as all the related important information. Secondly, 

all the documents (ISO, customer order and parts drawings) are printed and staple 

together in order to be classified in the relevant customer binder. Every customer has 

binder gathering information such as previous orders, ISOs, official suppliers used, 

prototypes sent etc. 

 

 Create purchase requisitions 

Upon receipt of a customer purchase order, purchase requisitions must be 

created on SAP system with transaction ME51N.This document consists of a number of 

items (material or service) containing for each the quantity and delivery date of the 

material to be provided or the quantity of the service to be performed. It also indicates 

the account assignment category (cost centre or not), material group, GL account, value, 

requisitioner (the person responsible for the requisition at Erlson), desired vendor 

(supplier). As every supplier is registered on the system with a number and the item 

prices may change throughout the year, it is important to check the item price with 

transaction ME12 and the number of the supplier with transaction ME03. There are 

three types of procurement: indirect expenditure (expense purchasing), direct 

expenditure (procurement of standard materials) and external processing (external 

production operation). All purchase requisitions go through an approval process prior to 

purchase order creation. Consequently, I was in charge of creating purchase requisition 

and then ask the Financial Director, Paul Clarkson to release it, indicating the supplier 

and requisition number. Finally, I had to inform the receptionist Diane Caroll, of the 

new requisition in order to create the purchase order and send it to the supplier so that it 

can know that the process begins.  
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 Create standard orders  

Upon receipt of customer purchase order, standard orders must be created on 

SAP system using transaction VA01. This document is proper to Erlson and contains 

the same information used on the customer purchase order, including the sold-to-party – 

the customer who placed the order, the ship-to-party – the party whom the business will 

deliver the material, customer purchase order number, the date, Erlson material number, 

quantity and the customer material number. Then, it can be output as PDF for email to 

customer.  

 

 Create customer quotation upon receipt of raw material quotation 

Once the quotation is received from the supplier, costings and quotation form 

must be completed. The quotation form contains the price of raw material indicating the 

name of the supplier and the price per minimum batch quantity (MBQ). 

 

2. Search raw material quotations 

 

Once a quotation folder is created, raw material quotations must be searched and 

obtained from current or potential new suppliers.  

For frequent quotations received in the past, I was therefore asked to contact and 

request quotation from Erlson current suppliers. For instance, Leeds Bronze 

Engineering is an Erlson actual supplier for bronze bars such as High Tensil Brass bars 

used frequently to produce bearing bushings for off-highway applications.  

For some new quotations, I was in charge of searching on the Internet and 

finding potential new suppliers liable to produce the material required by the customer. 

For example, Bismuth Tin Bronze bars made of continuous castings were required by a 

customer to produce journal and thrust bearings. However, this alloy is a specified one, 

hard to find while not commercially available in all the Brass and Bronze foundries.  

The method used to find new suppliers is to search and list all the suppliers 

liable to manufacture the material required and then call for bids. Usually, I created a 
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typical email asking for quotation with all the relevant information about the material 

including part drawings and material specifications required by the customer. It is worth 

mentioning that any reference to the customer in the part drawings provided to potential 

suppliers has to be deleted. Then, this email has also to be sent separately to the distinct 

suppliers to avoid conflicts of interest. Finally, Sales Engineer Daniel Jones, Managing 

Director Danny Haigh and Advanced Engineering Manager Ian Caunce evaluate the 

different quotations and usually chose the most competitive and efficient. Sometimes, 

tenders can lead to a partnership with Erlson. Once a quotation has been chosen, I had 

the responsibility to provide a feedback to suppliers (positive or negative) and to copy 

the selected quote in the relevant customer folder.  

This task includes being organised, diplomatic and able to persevere in searches. 

The main challenge was always to find material so that the quotation meets customers’ 

requirements. Consequently, I learned how to write professional emails, how to chase 

suppliers up when no answer, how to make them wait patiently and how to answer to 

their questions about manufacturing methods.  

 

3. Create internal market report 

 

During the first month, I have been asked to create an internal market report on 

the global turbocharger market from two reports previously found and purchased on the 

Internet, namely Global light vehicle turbochargers market – forecasts to 2029, January 

2015, Just-Auto and The automotive turbochargers and superchargers report, February 

2015, IHS Business.  

My mission here was to combine both reports pulling out all the relevant market 

data that could be useful to Erlson. During three weeks, I gathered all the information 

such as the trends and opportunities of the global turbocharger market, the distinct 

turbocharger markets in the world (Europe, North America, Asia) – including for each 

one diagrams with estimate production by types of turbochargers, market shares and 

forecasts. Technologic innovations have also been listed. Moreover, I performed 

suppliers profiles dividing major players on the global market from the minors located 



- 17 - 

 

on regional markets. In these profiles, it has been detailed for each supplier the sales 

information, turnover, main customers, corporate strategy, acquisitions and investments 

concerning turbochargers, technologic innovations and turbochargers manufactured, 

regional and global market shares and forecasts. [Annexe n°5, p.36-37-38] 

Concerning this combined report, the challenge for me was to understand both 

reports as I didn’t have any knowledge of automotive engineering and sector. One of the 

other difficulties was to summarize all the information, knowing that the IHS business 

report was more detailed than the Just Auto report – and to identify the most useful data 

to Erlson.  

Eventually, the main objective of this combined report was to analyze and 

monitor the developments of the global turbocharger market so that Erlson can adapt 

their services to the trends of the market and the actual or potential customers’ needs. 

 

4. Update customer and competitor information files  

 

During two weeks in my work placement, I updated Erlson customers and 

competitors’ information files from 2006 with up to date data from searches including 

information released on their respective website, reading reports on the automotive 

market and news articles.  

 Customers Profiles Account sheet brings together all the relevant information 

concerning Erlson main customers such as the date of establishment, target 

markets, customers, competitors, turnover, market shares (global and local), 

current production and forecasts, facilities, purchasing goals, current issues/hot 

topics Erlson has with its customer and vice versa. These two last categories 

were very hard for me to complete as it concerns customer satisfaction and 

actual or previous contract negotiations, which had not been recorded. [Annexe 

n°6, p.39-40-41] 

 The Global Competitors Power Point collects information about their current 

situation including the date of creation, products manufactured – particularly in 
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common with Erlson, turnover, number of employees, ISO Certificates acquired, 

global locations of their business, customers, website and contact details. 

[Annexe n°7.a.b., p.42-43] 
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Solutions to the main problems raised 

 

For four months spent in the Sales department, I performed the above-mentioned 

tasks with different degrees of ease and rapidity. Of course, I encountered some 

difficulties in my daily work: some related to my position and skills required for it that I 

overcame and others regarding the organisation of the Sales activities and department, 

for which I will suggest some possible solutions.   

 

1. Lack of knowledge in engineering 

 

Throughout the entire period of the work placement, the main problem I 

experienced was that I did not have any knowledge in automotive engineering and 

sector. During the first days, this shortcoming did not interfere with my ability to learn 

how to use the SAP system, considering that this calls on my computer skills acquired 

during my studies. Nevertheless, I discovered that it may probably put me at a 

disadvantage in my future work, as all Sales team members are engineers. 

Consequently, after one week at Erlson, I had been asked to combine two reports about 

the Global Turbocharger Market as I already mentioned in the previous part. First, I 

performed research on turbochargers in order to get acquainted with it and understand 

its functioning, features, the benefits and disadvantages of its use when fitted on 

gasoline or diesel engines. In addition, it seemed necessary to list all the technical terms 

specific to automotive engineering, particularly essential to the understanding of 

technical innovations.  

Furthermore, this lack of knowledge in engineering caused problems when 

finding potential new suppliers. Usually, customers require certain materials which are 

indicating on the part drawings. However, these can be made of different processes: 
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high pressure die casting
15

 is used to produce bearing housings, continuous casting
16

 to 

produce bars etc. They can also be made of different alloys e.g. high leaded tin bronze, 

stainless martensitic steel. The different alloys can be named by their chemical 

composition (high leaded tin bronze: CuSn7Pb15) or by a standard designation which 

depends on the country (LBC4 in the United Kingdom, UNS 93800 in the United 

States, SAE67 in Italy…), which are called equivalents. Regarding the first customer 

quotations, I spent some time to find potential suppliers because I didn’t know that the 

parts were manufactured from different processes and made of distinct alloys. The most 

important here was to have a list of the alloy required by the customer and its 

equivalents, which I finally received from my mentor Daniel Jones. Moreover, it was 

necessary to conduct research with distinct designation in order to avoid missing out on 

some suppliers, who are based closer to the company than others and able to provide the 

material required. In rare cases, some alloys may be specific and untraceable as they are 

not commercially available everywhere. This is the reason why it may be asked to the 

customer to use a similar one e.g. LM6 instead of LM9 (Aluminum material). However, 

it is preferable to find the one required to meet customer requirements.  

For all the tasks carried out during my placement, I therefore reached to 

compensate this lack of engineering knowledge by questioning members of Sales team 

as well as doing some research individually/on my own.  

 

2. Create a list of suppliers for raw material quotations 

 

Also related with search of potential new suppliers, as Erlson Sales department 

receives customer RFQs, I had to contact more and more suppliers and sometimes even 

the same supplier for distinct raw material quotations. The main challenge for me here 

                                                 
15

 High pressure die casting is a metal forming process in which molten metal is forced into a 

cavity or mold under high pressure.  

16
 Continuous casting is a metal-forming technique in which a semi-finished product (such as an 

ingot or a tube) is continuously solidified while being pored in a mold, and its length is not dependent on 

the mold's dimensions.  

http://www.businessdictionary.com/definition/process.html
http://www.businessdictionary.com/definition/mold.html
http://www.businessdictionary.com/definition/high.html
http://www.businessdictionary.com/definition/pressure.html
http://www.businessdictionary.com/definition/technique.html
http://www.businessdictionary.com/definition/product.html
http://www.businessdictionary.com/definition/ingot.html
http://www.businessdictionary.com/definition/dependent.html
http://www.businessdictionary.com/definition/mold.html
http://www.businessdictionary.com/definition/dimension.html
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was to be organized. Given that this process usually lasts several weeks, I found it 

necessary to list all the suppliers contacted so that Daniel Jones or I could follow the 

evolution/monitor the development of my search over time.      

As a result, I have created an Excel sheet indicating all the relevant information 

for each provider: the country, name, website, contact email address (which is generally 

the person responsible for sales), customer quote number, material required (with 

distinct designation) and material dimensions required.  The last column specifies the 

result of the contact: if the supplier has provided an answer or no, if I should chase them 

up, if the material has been quoted or declined and any changes suggested by the 

manufacturer. This document enables the Sales Engineer or me to not forget any 

suppliers as well as not confuse several quotes. [Annexe n°8, p.44] Besides, considering 

that I finished my work placement before raw material quotations were selected by the 

Manager Director, Danny Haigh, and the Sales Engineer, Daniel Jones, I left them this 

document so that they can be informed of my search and continue with it.  

In my opinion, it would be preferable to list every supplier contacted depending 

on the customer quotation. For instance, it would be interesting for Erlson to create one 

list for the steel suppliers, one for the bronze and brass foundries etc, to keep the 

quotations and contact details of every supplier who submitted a quote that has been 

refused by the company. This process would allow Erlson to contact first the suppliers 

they know they are able to provide the material when the current supplier for economic 

reasons is not able to trade anymore or when it is in out-of-stock.  

 

3. Make a note of all the current issues 

 

As stated in the above part, when I updated the Customer Profiles Account 

sheets, I was unable to complete the two last categories, namely purchasing goals and 

current issues as it concerned customer satisfaction and actual or previous contract 

negotiations. At Erlson, customer satisfaction data is recorded by the Sales Engineer, 

Quality Engineers and Planning and Logistics Personnel. The Manager Director, the 

Sales Engineer and the NPI Engineering Manager are also directly in contact with 
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customers, so they are well placed to receive customer feedback about Erlson quality 

and services.  

Concerning the customers, as Erlson is a customer-oriented organization, it 

would be better to make a note of every issue mentioned in the customer satisfaction 

surveys and negotiations as well as reporting it in the profiles regularly.    

 

 

4. The update of data 

 

Concerning the last two tasks I was asked to perform, namely create an internal 

market report and update the customer and competitors information files, I was 

surprised that these documents had not been updated. Before finding and purchasing the 

two reports on the Global Turbocharger Market on the Internet, I have been provided 

with an example of report from 2010 at Erlson. In addition, I updated Customer Profiles 

Accounts and Competitors Power Point from 2006. 

As Erlson Precision Components is part of the automotive industry which is in 

constant evolution, I believe it would be in the company’s interests to update every year 

all the data related to the global market, technical innovations, customers and 

competitors. It should be specified that these tasks are normally not realized by a 

member of Sales team because of a lack of time and that this is the reason why I was in 

charge of them.  
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III. Theoretical comparison 

 

1. A customer-oriented automotive industry 

 

“In the twenty-first century, cars should be designed and engineered to be in 

harmony with people and nature.” (Automotive Engineering, Lightweight, Functional 

and Novel Materials, Chapter 1, p.3)  

Indeed, nowadays, manufacturers have to provide vehicles that meet customers’ 

demands and social requirements. On one hand, customers ask for improving fuel 

economy, benefiting from a good quality/price ratio. On the other hand, environmental 

and safety concerns are growing gradually such as reducing exhaust gas emissions, 

conserving oil resources and improving crash safety. As these issues call for 

technological enhancements, product innovations remain essential in the automotive 

industry. Actually, not only vehicles manufacturers (passenger cars, commercial 

vehicles, off-highway vehicles…) but also all players acting in the manufacturing 

process of vehicles have to innovate in order to finally meet customers and social 

requirements. Cooperation among material suppliers, parts suppliers and carmakers is 

therefore becoming increasingly important and necessary.  

It is worth noting that the automotive industry “once dominated at a product 

level by engineering and a management level by finance [has become] a cross 

functional, customer oriented industry.” (Customer Retention in the Automotive 

industry: Quality, Satisfaction and Loyalty, Michael D. Johnson,Andreas 

Herrmann,Frank Huber,Anders Gustafsson, published in 2012, consulté le 30 juillet 

2015) As a result, a company has to adopt a customer orientation to remain part of the 

automotive industry.  

Given that Erlson Precision Components is an automotive components 

manufacturer, the company is customer-oriented and committed to complete customer 

satisfaction.  
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“Understanding links from quality, to satisfaction, to loyalty, to retention has 

become a key to financial and organizational success as the automotive industry enters 

the millennium”. (Customer Retention in the Automotive industry: Quality, Satisfaction 

and Loyalty, Michael D. Johnson,Andreas Herrmann,Frank Huber,Anders Gustafsson, 

published in 2012, consulté le 30 juillet 2015) 

According to this book, customer satisfaction belongs to a chain of four concepts 

namely quality, satisfaction, loyalty and retention.  “Quality is free” (Philipp Crosby, 

1979) refers to the idea that it will payback its cost and brings more money to the 

organization because customers are sensitive to quality improvements. If these have a 

positive effect on customers, they are considered as satisfied. Then, “Satisfaction is 

profitable” (Fornell and Al. 1996) suggests that a satisfied customer is more likely to 

remain with a firm, which over time, lows costs and increases revenues to increase 

profitability. Here, we are concerned by customer satisfaction, broadly defined as an 

overall perception of their purchase and consumption experience. However, it seems 

that only extreme levels of customer satisfaction can lead to customer loyalty. This is 

defined as a “psychological predisposition toward repurchase”. Customer satisfaction 

decreases complaints, decreases in sensitivity to price increases, increase in word-of-

mouth and referrals as well as in customer purchase intentions. Consequently, the more 

satisfied is the customer, the more likely to repurchase he is. Finally, customer retention 

is “the actual act of repurchase”.  Between customer loyalty and retention are changing 

customer needs, competitive pricing strategies, availability of new technologies.  

As a result, to achieve customer retention which is the final objective, an 

automotive company must continuously find new and better ways to satisfy customer 

needs and benefit from customer loyalty into distinct repurchases, which demand to 

understand satisfaction and quality factors 
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2. Erlson Precision Components Ltd 

 

 Concerning Erlson Precision Components, the company applies this theory. In 

addition, it focuses its business on a niche market, which suggests that the competition 

is not as tough as in the global automotive industry and that there are fewer existing 

customers. Nevertheless, its strategy is not even customer-oriented but customer-based 

as parts are manufactured according to customers’ requirements (drawings, material 

specifications…).  

Given that quality is related to “subjective perceptions of value and 

expectations”, the quality of the products and services offered by Erlson is perceived by 

its customers according to theirs demands. Knowing that they are OEM and tier one 

customers, it is worth recalling that they are submitted to quality and environmental 

regulations as Erlson acquired ISO standards to certify its quality and environment 

commitment. The quality of products is perceived first when prototypes and final 

products are received and used by the customer. The quality of services is perceived 

when providing a quotation that meet customer’s requirements, to the extent possible, as 

well as when delivering, providing customer service, maintaining professional 

relationships between both companies etc.  

 

Considering that the manufacturer has built its business on customers and that 

“only extreme levels of satisfaction create loyal customers”, it seems essential to ensure 

complete customer satisfaction and to identity causes of “customer defection”, also 

called customer dissatisfaction. Within Erlson, a process for determining, reporting and 

reviewing customer satisfaction is defined and operated by distinct members within 

Sales, Quality, Logistics and Operations Departments. This allows discussing what 

product or service processes have to be changed or improved.  

“Satisfied customers are more likely to remain with a firm, which over time, 

[…] increases revenues”, usually by ordering additional products or services or by 

increasing in purchase volume. Erlson successfully implemented this aspect of 

profitability. For instance, BorgWarner Turbo Systems is one of the old partners of 
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Erlson as well as a customer who orders over 70 parts, which represent one of the 

biggest growth areas for the business outside shafts and wheels in the last 18 months. 

This customer therefore benefits from a personalized service knowing that Scott 

Murisson is the Project Manager mainly for this manufacturer. Moreover, it is a leading 

global supplier of engineered systems and components for powertrain applications, and 

thus one of the leading manufacturers of turbochargers for the passenger cars, sports-

utility vehicles, commercial vehicles and off-the-road vehicles. Operating worldwide 

from its several divisions, dissatisfaction from this customer would spread a negative 

word-of-mouth and reduce referrals to other divisions or OEMs, decrease in customer 

purchase intentions and thus in probability to be a loyal customer.  

 

Eventually, most of the time, not only Erlson Precision Components manages to 

satisfy its customers but also achieved to customer retention. BorgWarner, IHI 

Corporation, Cummins are some of its partners since more than fifteen years. Besides, 

Cummins recently order parts that Erlson has already manufactured in 2008. 
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Conclusion 

 

Erlson Precision Components Ltd is an automotive components manufacturer, 

based in the United Kingdom and part of the automotive industry since almost thirty 

years. This is a customer-oriented organization, which is committed to complete 

customer satisfaction. Indeed, the manufacturer benefits from a profitable niche market 

as 90% of its products are aimed to the global turbocharger market, which is expected to 

grow in the future. It also presents a competitive advantage that allows making itself 

indispensable to OEM and tier-one customers: offering custom products, manufactured 

upon their requirements. Over the years, the company knew how to initiate action and 

anticipate compared to other manufacturers. It continues to develop and invest in 

Research and Development so that it could offer state-of-the-art technology processes 

that customers are likely to need in the future. This provides to Erlson a better 

adaptation to customers’ needs that leads to a better customer loyalty and retention.  

 

First, throughout the entire 4-month period, working at Erlson within the 

Sales Department has been a pleasure and an extremely rewarding experience for 

me, as Erlson staff and especially my placement mentor, Daniel Jones have been 

satisfied of my work. 

 

As a Sales Office Assistant, I have joined the Sales team and have 

participated in the creation of customers ‘quotations upon RFQs, which is the first 

step in customer satisfaction at Erlson. Therefore, I created the internal sales 

documentation and searched for new potential suppliers able to provide the material 

required by customers and with which Erlson may develop a partnership. I have also 

contributed to overview customer activity from a commercial standpoint by 

analyzing the Global Turbocharger Market, Erlson customers and competitors.  

The main difficulty I encountered during this work placement was my lack of 

knowledge in automotive engineering, as already mentioned in the second part. This 
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has slowed me down when accomplishing given tasks and has also proved that a 

relevant knowledge is essential to work in such a specific sector like the automotive 

industry and even more in a company targeted to a niche market such as Erlson.  

 

Finally, working at Erlson has been a very instructive experience insofar as I 

have improved and developed competencies both personally and professionally.  

At a personal level, I was pleased to note the full freedom I had to carry out 

the given tasks as well as the responsibilities. This allowed me to achieve more 

confidence, autonomy and to learn to take initiatives. In addition, I discovered the 

automotive industry, a sector completely unknown to me before this work 

placement. The knowledge I acquired on automotive engineering is basic and 

constitutes a self-enrichment to the extent that it will not be useful in my 

professional future, as I would not like to continue in this sector.  

At a professional level, this work placement enabled me to put the skills 

acquired during my studies into practice. I have successfully improved my level of 

English and acquired a specific vocabulary related to automotive engineering. By 

using the SAP Management System and Microsoft Word and Excel, I have called for 

my computer skills. Moreover, I have developed my research competencies when 

finding new suppliers and materials along with finding engineering information 

essential to the understanding of market reports and daily tasks. Eventually, writing 

a combine report on the Global Turbocharger Market has helped me improve my 

writing skills as well as my ability to analyze and synthetize data.  
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Annex 6: Example of Customer Profile Account, BorgWarner Turbo Systems 
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Annex 7.a: Erlson Competitors Power Point, 2015 
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Annex 7.b: Example of Erlson competitors, Perrotton SA 
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