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LINCOLN INDUSTRIES BELIEFS

MARC’S COLUMN
LINCOLN INDUSTRIES SUCCESS DRIVERS

▶▶

Our people and their unique individual talents are valued.

▶▶

Quality in everything we do.

▶▶

Appropriate recognition motivates our people to be successful.

▶▶

Productivity improvement is a continuous process.

▶▶

Innovation creates continuous improvement.

▶▶

On-time delivery because our customers depend on us.

▶▶

Profitability ensures the survival of our company.

▶▶

A safe working environment is our commitment to each other.

▶▶

Positive relationships build loyalty.

▶▶

Environmental responsibility is our commitment to our communities.

▶▶

Honesty is essential in all transactions.

▶▶

People development because our people create our success.

▶▶

We create value for our customers.

▶▶

Company growth is the result of providing a superior service.

▶▶

Wellness and healthy lifestyles are important to our success.

▶▶

Value-added service means doing more for our customers.
For all inquiries contact:
Kaylan Maloley / Marketing Manager
Lincoln Industries / 600 West E Street / Lincoln, NE 68522
kaylan.maloley@lincolnindustries.com
(O) 402.473.2048 / (F) 402.475.9565
LincolnIndustries.com			
© 2016 Lincoln Industries

In the spring of 2008, Lincoln Industries introduced its
customers to a new kind of customer service, known as
the Materials Management and Customer Service group.
This team was formed to reinvent our customer service
model, placing day-to-day service in the hands of
professionals who manage the millions of parts we
process each year.
In the years that have followed, we have seen our service
flourish as we have been able to create conditions where we
could leverage our technical expertise to serve customers.
This Catalyst will focus on the people who make our
Materials Management and Customer Service group
world-class.
The results of our Customer Satisfaction Survey are also
included in this issue. This was the 25th consecutive year
we have conducted our survey and each year we receive
feedback that is important to our success.

These results validate the commitment of Lincoln Industries
people to our customers. These survey results are shared
with people in every area of the company. Objectives are
developed each year to improve. And because of the
progress we have made in achieving operational excellence
we have found that our customers not only see us as a
valued supplier, in many cases, they also see us as a partner
in their business.
This survey demonstrates that our customers appreciate
the contributions of every Lincoln Industries person to
increasing the performance of our company.
We do not take these great scores lightly. Our goal is
continuous improvement and in order to do this we must
listen to our customers and understand their needs.
We thank those customers who participated in the survey
and provided the feedback that will help facilitate
continuous improvement throughout our company.
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FACTS:

SURVEY RESULTS
REAFFIRM TRADITION
OF SERVICE EXCELLENCE

▶▶

2015 - 4.18 average score

▶▶

2016 - 4.29 average score

▶▶

With one of the strongest affirmations of company
performance, Lincoln Industries customers have given
the company some of its highest customer satisfaction
scores since the survey was initiated 25 years ago.

▶▶

The company’s average score of all components of the
survey was 4.29 (5-point scale), a statistically significant
increase over the 4.18 average score in the previous
year. Conducted by Priority Metrics of Spartanburg, S.C.,
the survey asks customers to rate Lincoln Industries on
a variety of attributes designed to measure customer
satisfaction.

80% of survey
participants scored
Lincoln Industries
all 4 and 5 ratings
Lincoln Chrome customers
gave them a score 1.33
above the competition
for “Works to improve
relationship”

ATTRIBUTES TESTED:

MOST VALUED ATTRIBUTES
Behind Competition

Ahead of Competition

Problem
Resolution

.47

Technical
Support

.53

Perceived
Value

(.50)

.50
(.25)

0

.25

.50

.75

▶▶

Overall quality

▶▶

On-time delivery

▶▶

Product handling

▶▶

Response to rush orders

▶▶

Problem resolution

▶▶

Availability of personnel

▶▶

Technical support

▶▶

Environmental responsibility

▶▶

Stands behind products
and services

▶▶

Works to improve relationship

▶▶

Overall pricing

▶▶

Perceived value

▶▶

Overall satisfaction

“

We perform many customer
satisfaction surveys and the
strong results Lincoln Industries
receives year after year are
rarely seen by other companies.
These scores place Lincoln
Industries among the top
performing companies we have
been privileged to work with over
the years. You should be very
proud of the work you do with
your customers.
John Barrett / Priority Metrics

“

I interact with sales,
engineering and some of the
quality team. These people are
very engaged and take ownership
of their product and process.
They continually make efforts
to improve and are great
to work with.
Strategic customer
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CUSTOMER SERVICE MODEL DESIGNED
TO LEVERAGE TECHNICAL SUPPORT,
RESPONSIVENESS
Bagher Tarkian believes great customer service begins
with an organizational model that facilitates strong
communication and responsiveness.
“Customer service is the conduit for the customer,” he said.
“Communication back and forth makes sure quality issues
are quickly addressed, orders are fulfilled and we keep
our commitments. This can only occur when we hold a
strong command of the products and services we provide
our customers.”
As Director of Customer Service and Materials
Management he is responsible for the team that handles
90 percent of the company’s revenues. This includes the
Planning and Shipping and Receiving departments.
“We are a one-stop shop, providing supply chain
management, sequencing, packaging, assembly, and

“

Working here is demanding. The workload
and expectations are high. But people have
a high sense of pride in what they do. They
know they are the customer contact and
with that comes a feeling of ownership.
Bagher Tarkian / Director of Customer Service
and Materials Management

sub assembly in addition to our finishing and manufacturing
capabilities,” said Tarkian. “Our group is structured so that
we are able to coordinate our efforts to manage all of these
capabilities. Both Production Planning and Customer
Service are in one department. I report to the Vice
President of Operations. I believe that structure allows
us to work together with the goal of on-time delivery and
meeting the customers’ requirements.”
This customer service group has seen their on-time delivery
numbers climb from 88 percent to nearly 100 percent since
it formed in 2008.

continued on page 7

“We have ten customer service people and ten on our
planning team,” he said, including two people on-site at
customers’ assembly facilities. “All people are aligned and
the customer is priority one. If a customer calls at 5:00 p.m.
on Friday, people don’t wait until Monday to address the
need. If someone needs to be at work Saturday morning,
you know they’re going to be here.
“Working here is demanding,” he said. “The workload and
expectations are high. But people have a high sense of
pride in what they do. They know they are the customer
contact and with that comes a feeling of ownership.
“An example of this happened when a large customer
experienced a 60 percent increase in volume,” said Tarkian.
“We were contacted on Friday and by Saturday we were
executing. With around the clock coordination, they didn’t
miss a beat on their production schedule.
“This success is possible because our people have a great
understanding of our business. Many held positions within
Operations before joining us and they have the know-how
to provide customers with the technical support necessary
to provide the best service possible. They’re pros at it.”

\

VALUED ATTRIBUTE: PROBLEM RESOLUTION

MATERIALS MANAGEMENT
MASTERS THE ART OF PROBLEM SOLVING
Knowing that customers value Lincoln Industries’
problem solving capabilities, Materials Manager Bryan
Fralin has built a team rich in the talents and skills
necessary to quickly address customer issues.
“We process a lot of parts and there is always the
unexpected,” he said. “We have built a team capable of
quickly addressing any problem in the supply chain.”
Fralin came to Lincoln Industries 11 years ago after
leading production control at Irwin Industrial Tool.
After joining Lincoln Industries, he was one of the
key architects of Lincoln Industries’ Materials and
Production Planning groups.
“Prior to the formation of our department in 2008
we had engineers in planning roles,” he said. “They
were technically strong, but not as strong at planning,
scheduling product, interfacing with suppliers and
inventory control. Our current department has a depth
of experience in planning, logistics and finishing. There
aren’t many problems we haven’t seen before and know
how to address quickly.”
Jerry Lukens is a great example. In his 17 years at
Lincoln Industries, Lukens has worked on the polishing
line, two plating lines, managed nine commercial
plating lines and three nickel chrome lines and led the
startup of the company’s ceramic coating department.
Lukens said his experience on several different plating
lines helps him as a planner.
“Strong relationships on the plant floor help,” he said.
“When it comes to problem resolution I understand the

manufacturing, plating, coating and painting processes
as well as capacity constraints associated with each
process.”
Amy Helms’ came to Planning from the company’s
Finance department.
“Actually, I thought it was a natural transition,” she said.
“I like numbers and much of this job is understanding
and managing numbers. For example, we work to level
out peak delivery requirements, helping manage our
capacity and still meeting the customers’ needs.”
Fralin explains that Materials and Production Planning
work upstream managing the supply chain, and within
Lincoln Industries, providing Operations a plan they can
execute. Since formed, the department has seen the
number of parts processed doubled to more than seven
million. First pass yield is now 98.8 percent. On-time
delivery averages 99 percent.
Inventory control is another key component of their job.
“Sixty percent of our time is spent managing our external
supply base. We have stamping sources who ship to
external polishing and painting sources and then to us
for finishing and manufacturing. Our suppliers are an
extension of us. They have extensive experience and do
an exceptional job.

VALUED ATTRIBUTE: TECHNICAL SUPPORT

A PROACTIVE APPROACH
TO CUSTOMER SERVICE
What do the best customer service people have in
common? Luke Sanders and Trevor Hanson believe
it’s the ability to expect the unexpected. And when the
unexpected arrives, immediate technical support is
provided.
“We’re proactive in our approach,” said Sanders,
Manager, Strategic Accounts. “When a customer
sets a new due date, we know our internal capabilities
and work with Operations to make the necessary
adjustments to meet the customer’s new schedule.
Being ready for any changes in the customer’s timeline
is key to performing this job effectively.”
Sanders joined Lincoln Industries in 2003. Before
joining Customer Service, he was a project manager
for the company’s Pella account and then became
instrumental in the startup of Lincoln Industries’ first
large-scale assembly project.
“In Customer Service we are responsible for order
fulfillment. We manage exceptions with our customers
to get the job done on time,” said Sanders.

Hanson started his career at Lincoln Industries in
Shipping and Receiving. He then worked in Lincoln
Industries’ Commercial Customer Service, the group
that manages the company’s customers who largely are
located within 150 miles of the company. Currently, he is
a senior account representative.
“I was 23 when I joined the company 18 years ago and
I quickly learned that to be successful you had to care
about the customer. You had to take responsibility for
getting the job done. We deal with a large number of
high volume orders,” he said. “Changes occur and are
necessary. I always have a clear understanding what the
customer needs to be successful.”
Hanson believes this attitude of caring is a reflection of
Lincoln Industries’ culture.
“It comes from Marc (CEO Marc LeBaron) and others that
came before me,” he said. “I’ve basically grown up here
and all I know is that we accept nothing but the best for
our customers. And we will do anything possible to
make it happen.”

“You could say we are a hidden source of our company’s
success,” said Fralin. “No one comes up to me and says
‘wow, that’s a fantastic production plan.’ But if it isn’t,
things don’t get done.”

Left to right: Trevor Hanson, Senior Account Representative, Bryan Fralin, Manager, Materials, Amy Helms, Production Planner, Jerry Lukens, Senior Production Planner
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VALUED ATTRIBUTE: PERCEIVED VALUE
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INTRODUCING
BLAKE RITTER,

STRATEGIC ACCOUNTS DELIVERS VALUE
As director of strategic accounts, Clint Boothe
manages a team of account managers responsible for
making sure Lincoln Industries delivers the value our
customers expect.
Boothe said within his Strategic Accounts team each
customer is assigned an account manager who has
the responsibility of building a relationship of trust that
is earned by world class performance.
“We work in a highly competitive environment,” said
Boothe. “What differentiates Lincoln Industries is the
high level of service and value we provide. We
build relationships with every person at every level
of the companies we serve. We remain visible by
making regularly planned visits, focusing on building
relationships and understanding how we can improve
for our customers. As a result, we are successful at
building trust. Our customers have trusted us enough
to manage their supply chains and execute difficult
new projects.”

resident customer
service engineer

satisfaction survey demonstrates our customers’
understanding of the company’s commitment to
providing value that no other supplier can.
“We are successful because we focus on addressing
our customers’ needs with innovation and outstanding
service,” he said. “Knowing what is most important and
how to address those needs is key to providing value.

Blake Ritter sees himself as the voice of the customer. As one of three
Lincoln Industries resident engineers who work inside a customer’s facility,
Ritter serves as a key point of contact for both the customer and Lincoln
Industries.

“As a company we continue to evolve and focus on
new ways to serve customers,” he said. “What makes
us special is our understanding that taking care of
customers is the source of our success. We have never
taken our customers for granted and the beauty of the
survey results is that our customers tell us they realize
our dedication and appreciate it.

“As a resident engineer at Harley-Davidson’s Kansas City facility, I monitor
all of our cosmetic and functional parts. When there is an event, I gather
information so that we can respond accordingly.”
Ritter joined Lincoln Industries in 2012 after earning his industrial
engineering degree at the University of Nebraska. He believes success in
his role is the result of a strong relationship with the customer.

“In the end, at the OEM and corporate level, customers
want responsible service, quality and delivery. This
gives customer service representatives and account
managers a common purpose. Our record has been
good,” said Boothe.

“I work with people throughout their facility, but primarily the Supplier
Quality Group,” he said. “By building strong relationships with these people
I have the ability to understand the customer’s wants and needs and
communicate this back to our people at Lincoln Industries. It allows both
companies to perform at a high level.”

Boothe believes the Lincoln Industries customer

“

What makes us special is our understanding that
taking care of customers is the source of our
success. We have never taken our customers for
granted and the beauty of the survey results is
that our customers tell us they realize our
dedication and appreciate it.
Clint Boothe / Director of Strategic Accounts

Since joining Lincoln Industries, he has not only embraced the customer
service model here but also the company’s strong wellness culture.

BELIEF:
Wellness and healthy lifestyles
are important to our success.
DRIVER:
Company growth is the result
of providing superior service.

“It’s clear that our wellness programs benefit our company with higher
productivity and higher morale,” he said. “It’s something that matches my
personal values and therefore benefits me in many ways. I use our fitness
facility regularly and find it’s great to have a place where I can go and
relieve the stress of the day. “
Wellness Manager Greg Howe says that people are introduced to the
company’s wellness culture during their first week on the job.
“Blake is someone we refer to as a quiet wellness leader,” said Howe. “He’s
not a rah-rah kind of guy, but he leads by walking the talk. From his first
days at Lincoln Industries, he has embraced our wellness culture. His
enthusiasm means he makes sure he follows a regular workout schedule.
Because he works at a remote location two days a week, he can’t
participate in every event, but he tries to plan his schedule to participate
in as many as possible. He serves as a great example for other Lincoln
Industries people.”

\
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TECHNOLOGY HIGHLIGHTS
Lincoln Industries is always expanding our technology offerings and core capabilities
to meet our customers’ needs. The following offerings solve many heat management,
wear and cosmetic challenges. For inquiries regarding these technologies please
email Clint Boothe at Clint.Boothe@lincolnindustries.com.

ThermoLinc™ Elite:

StyleLinc™ Icon:

StyleLinc™ Eclipse:

StyleLinc™ Spectrum: ArmorLinc™ Vault:

ArmorLinc™ Fortress:

Used to solve a variety of heat
management problems, this multilayer
composite insulation technology can
reach temperatures up to 1800ºF.
Elite is designed for both diesel and
gas engine applications to maintain
heat, reduce surface temperature,
increase driver comfort, mitigate
thermal and fire risks and reduce
heat on surrounding components.

Nickel chrome plating has always
been the core of our business. With
the addition of our newest plating line,
completed over a year ago, we are
now home to the largest nickel chrome
plating line in North America. This
line gives us the ability to plate large
diameter tube like class 8 stacks, and
elbows, in addition to bumpers, grilles
and other highly cosmetic parts.

This proprietary high temperature
black chrome finish combines the shine
of traditional chrome with the black
style that is becoming increasingly
popular in the motorsports and
ATV/UTV industries. Using multistep
polishing to create a smooth surface,
a multi-pass cleaning treatment and
three layers of nickel-plating Eclipse
achieves improved adhesion and
corrosion resistance.

Our range of anodized offerings allow
us to provide many color options
with increased corrosion protection,
improved wear resistance and UV
stability.

Our rack zinc nickel, a trivalent clear
electroplated finish, offers extremely
high corrosion protection, excellent
lubricity, RoHS compliance and is
performance comparable to cadmium.

This chemically resistant polymer
coating allows the use of light weight
alloys, prevents warranty claims and
increases performance. With excellent
corrosion and release properties up
to 450ºF, Vault has many benefits that
surpass E-Coats and other polymer
coatings.

\
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NEW PEOPLE
& TRANSITIONS
SAM CUNNINGHAM selected
for operations leadership role

SEAN HEARD named
department manager

JOHN WILSON selected as
director of technology

Lincoln Industries Operations Manager Corey
Petersen has announced the selection of Sam
Cunningham as a department manager for the
company’s coating lines.

Sean Heard has been named a department
manager by Operations Manager Jake Bruns.
In this role, Heard will be responsible for coaching
and managing people directly engaged in
production on four nickel chrome lines.

Lincoln Industries Chaiman and CEO, Marc
LeBaron, is pleased to announce the selection
of John Wilson as technology director. Wilson
will oversee, lead and manage new technologies
that Lincoln Industries is evaluating. He will be
responsible for all innovation functions related to
identifying and developing value add solutions
that are consistent with the business strategy
to grow the business as well as the process of
integration to production.

Cunningham, a 2012 mechanical engineering
graduate from the University of Nebraska-Lincoln
most recently served as a product development
engineer at Altec at St. Joseph, Missouri. In that
position he was responsible for implementing
enhancements to existing products. At Lincoln
Industries Cunningham will be responsible for
coaching and managing people directly engaged
in production and the operating process
“I see many opportunities for us to grow our
coating capabilities,” said Cunningham. “I look
forward to working with teams to develop
innovative ideas that will prove valuable for our
customers. In my first weeks here it was so clear
that the focus Lincoln Industries places on its
people is significant. It doesn’t matter what
your role is, your opinion is valued.”

Heard joined Lincoln Industries in 2014 and has
served as a talent specialist in People Resources.
He sees his new role as an opportunity to
strengthen the company through people
development.
“I came to Lincoln Industries because of its
strong focus on people,” he said. “The coaching
element of this position is exciting as we identify
new opportunities for people to strengthen their
talents and skills. I strongly believe that our focus
on people development makes us a stronger,
customer focused company. Now I have the
opportunity to drive this culture forward through
this leadership role.
“I have also had a passion for the technical side of
our business,” said Heard. “In my new role I look
forward to working with teams to drive quality and
productivity improvements.”

Wilson was previously with ConAgra Foods in
Omaha as a Sr. Director, Process R & D/Process
Engineering. He has a mechanical engineering
degree and a graduate certificate in strategic
technology management both from the University
of Illinois.
“I am excited for the opportunity to be a part
of a company with a great reputation,” he said.
“The people here have a can-do attitude that is
a reflection of the positive and highly engaging
culture. It is clear that Lincoln Industries, building
on years of success, is focused on growing the
business even further. I look forward to working
in Innovation to help play a role in making that
happen.”
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INNOVATION INSPIRED.
A spirit of innovation is rooted deep within the
history of Lincoln Industries. Now, as we develop
new solutions we draw inspiration from our
customers’ visions, our innovative legacy and
the hard working mentality of our people.
That inspiration allows us to continue to excel at
moving our world-class customers forward.
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