
Centralised repair providing 
significant benefits to the customer. 

The company has centralized the European 
repair of watches in Switzerland.  Where 
initially there were repair sites in each 
European country, now watches returned 
from European consumers are repaired in 

Customer

The company is a global leader in the
manufacturing of finished watches,
jewelry, watch movements and
components. 

The company produces nearly all of
the components necessary to
manufacture the watches sold under
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from European consumers are repaired in 
Switzerland. manufacture the watches sold under

different watch brands.

Services provided

• TNT collects watches from European 
dealers in the various countries and 
ships them to the central repair site in 
Switzerland. 

• Consolidated clearance and export 
declaration.

• After repair, TNT delivers the 
shipments back to the dealer. Standard 
Express network services are used.

• This service is now in place in 14 
European countries.
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The challenge

The company used to work 
with local repair vendors in the 
relevant European countries for 
repairing watches. 

Having to manage local repair 
vendors was a cumbersome 
task. Since the vendors were 
repairing products from 
different brands, it was 
complicated to retain full 
process visibility and cost 
control for the relevant brand.

The solution

Dealers were provided with clear 
returns instructions on how to 
complete pre-printed 
consignment notes, and how to 
book the collections at the local 
TNT Customer Service teams.

TNT has provided very clear 
returns instructions, specific for 
this business, to the local TNT 
Customer Service Desks. This has 
allowed for a seamless returns 
process.

The customers receives a daily 
pre-advice of returned 
products, in order to prepare 
repair capacity.

The same van delivering 
returned goods, collect the 
repaired products to ship 
them back to the dealers.

The benefits

A dealer requesting collection 
on Monday, may have their 
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control for the relevant brand.

Local repairers worked with 
local carriers. A consequence 
was that distribution costs 
were not visible to the 
customer and different 
processes were in place in the 
relevant countries.

A key challenge was to provide 
clear instructions to the dealers 
across the various countries on 
the returns process. The 
process now put in place with 
TNT has helped to improve the 
returns process, shorten the 
turn around times, and 
consequently improve end-
customer experience.

process.

All shipments are shipped to a 
central TNT Returns Centre on 
the French side of Basel 
International Airport, where the 
products are received around 5am 
the morning after collection. 

Shipments received are registered, 
including serial number, 
consolidated and customs cleared. 
Then, returned products are 
delivered to the repair site in 
Switzerland in the afternoon.

on Monday, may have their 
shipments delivered to repair 
in Switzerland on Tuesday, for 
repair on Wednesday. 

The repaired product is than 
again available for the end-
customer to collect on 
Thursday.

The customer now takes 
benefit of centralized repair.


