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ABSTRACT

After sales service has become one of main criteria in machinery selection as the capability of maintenance directly
affects business productivity. As a result, many businesses decouple maintenance to an authorized distributor or a sale
representative who has more knowledge proficiency and more cost efficiency. Despite such safeguard, some business
experiences disruption in the productivity because of poor maintenance services. In this article, a case study of a newly
established air-compressor sale representative that received non-compliance feedbacks on preventative maintenance was
presented. To overcome this hindrance and ensure the expansion, an operational risk management is applied to assess risk
factors based on the product characteristic, the after sales strategy and the service strategy. Having identified key risk
factors and proposed their risk indicators, the risk managing plan and procedure are implemented. After six months of the
implementation, the monthly non-compliance feedbacks are reduced from 2.3% to 0.5%
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