






Worldwide service –
a visit to the Customer Service Centre at Hugo Beck
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The machine construction company Hugo 
Beck has stood for a ‘living’ combination 
of forward thinking and tradition since it 
was founded in 1955. This is also reflected 
in its machines used in the packaging and 
print processing industry. For example, 
the original version of the Flexo 500 S has 
already existed for seventeen years and is 
now able to face up to the many new 
challenges in the market with a sophis-
ticated range of ‘add-ons’: for example, 
the packaging of vegetables.

Customer service around the clock – this 
is the responsibilty of Werner Mack, Head 
of Customer Service at Hugo Beck in 
Dettingen/Erms. More than 100 service 
technicians work for the middle-sized 
company near Stuttgart - a leading machine 
construction company in the packaging 
and print processing industry - who continue 
to demonstrate how friendly service and 
technical proficiency can best be united 
in customer service.  

„Competence, fast help and the right 
solution – this is where the interest of the 
customer lies“, Mr. Mack is quite certain. As 
head of customer service at Hugo Beck, 
he is responsible for the organisation of 
reliable and fast help which Hugo Beck 
pledges to its customers. In four out of 
five cases, the problem can already be 
solved free of charge over the telephone 
– it is only seldom that a technician has 
to be called out to correct the problem. 
Such a phone call can go a long way to 
narrowing down the error step-by-step. 
By making inquiries and asking about 

service be organised there? Hugo Beck 
and 80 % of the representatives world-
wide employ over 100 service technicians. 
The customer inquiry “goes first to the 
local technicians and only when these 
have made no progress with their solution 
or approach are we contacted via the 
representative.” 

Inspite of the most simple copilot operation, 
the most frequent phase where misunder-
standings arise concerning the machine is 
at the start-up. A good understanding of 
the respective machine is essential in the 
first place, in Werner Mack’s opinion. With 
a hint of joy, he spoke about his work in 
connection with the different machines 
from Hugo Beck. “I have to try to precisely 
understand the workings of the machine. 
I have to be able to see it exactly in front 
of me with my eyes closed and understand 
what the customer is doing with his machine 
at that moment and what his intentions 
are. Only then can I correctly interpret 
what he is telling me.” Decisively he added, 
“one has to ‘live’ the machine just a little!”

machine settings and the functionality of 
various specific areas, an attempt is made 
to track down the problem, as “this is the 
quickest solution. If I have been able to solve 
the problem in 10 minutes with a phone 
call, the customer has been helped more 
than when a technician is on site in two or 
three hours.” The difficulties confronted by 
Mr. Mack are not due to a lack of technical 
knowledge, but rather to faulty informa-
tion. “Due to unclear information from 
the customer, you find yourself on the 
wrong track now and again”. It is also for 
this reason that Mr. Mack advocates ade-
quate training of customer personnel when 

    more information:
   http://www.hugobeck.com/releases.php     
  > packaging of vegetables

The gentle and clean packaging of vegetables 
with the flexo

optimised its own model in order to do 
justice to the special product ‘vegetables‘. 
It seemed that the mechanical constructors 
were especially motivated to find a practical 
solution to the difficulties presented by 
directly packaging a product of ‘mother 
nature’. After all, vegetables are everything 
else than regular industrially produced 
products. 

The requirements made on the flexo 
were not only to safely guide the product 
without it being damaged, but also to 
wrap the products individually without 
carrying trays. An effective solution was 
found for the first problem using lower 
belts in combination with a staggered 
product inlet feed. In particular, the pre-

Inspiration as a challenge – this is how 
one could describe the history of the story 
behind the new flexo for packaging 
vegetables. The Hugo Beck company 

viously used lateral guiding plates were 
replaced by vertically standing approx. 
25 mm low conveyor belts. These were 
able to gently transport the vegetables 
without producing friction. 

Then again, it is the flexibility of the ma-
chine (as the title implies) which is striking. 
Thus, the products, for example, can eit-
her be placed in uneven intervals by hand 
or automatically be accepted from the 
previous machine. The flexo with its com-
ponents – transport conveyor, cross-wrapper, 
outlet belt – excels by its simplicity and 
ease of retooling and represents a rea-
sonably priced basic starting model. The 
machine can also outshine the competi-
tion with further add-ons, which above 

all are important for the foodstuffs industry 
– the entire surface is made of stainless 
steel for better cleaning. The infeed belt 
can even be removed without the drive 
from the machine and be sprayed clean 
with a steam jet, for this purpose two 
quick release fasteners only have to be 
removed. The flexo is thus not only a 
perfectly adapted and high-performance 
solution for packaging vegetables, but 
also a very clean one. 

dealing with a new machine. He would 
preferably like to see this achieved within 
a period of time “between two and five 
days, depending on the machine type”. All 
too often customers start production too 
quickly, when the new machine with its 
sophisticated and demanding type cannot 
be fully grasped – “then hectic is all too 
often pre-programmed!” He found ‘words 
of praise’ for an exception to the rule in the 
case of a current customer in Scandinavia. 
“He has done everything exactly right. We 
carried out training and now he has been 
working alone with the machine for the 
past two weeks to familiarise himself with 
the technology. Afterwards, we will have a 
post-training session and only then will he 
begin with production”. For Mr. Mack this 
is the perfect “picture book” situation, a 
rare case, which is really fun.

Speaking of Scandinavia and on the subject 
of international markets: The machine 
construction company Hugo Beck is re-
presented in about 50 countries. How can 
personalised and functioning customer 
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Visit us in our demo center!

free* technical support and advice
+49 (71 23) 72 08-51

* only standard telephone charges apply




