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Count on our service team that keeps your production going 
24/7, all year long

Callens’ service team is an integral part of our role as a total solu-
tions provider. It is even a fully-fledged business unit of our organi-
zation because, in addition to the conceptual phase and installation 
of new systems, we ensure that your system remains up-and-run-
ning 24/7 thanks to our service contracts.

As you may know, we work completely independently from third 
parties. Our own Cauls, as our employees are called here, are 
trained to handle any task. A team of nearly 50 industrial technici-
ans is ready day and night to assist you in times of need.

50 in-house 
industrial 

technicians

Short response time thanks to our proximity

With a service contract, we offer you 24/7 availability of our intervention service, but we also 
guarantee that we will be on-site within the agreed-upon timeframe in case of emergencies. 
To achieve this, we operate from five centrally located facilities: Waregem, Lochristi, Geel, 
Liège, and Arnhem (Netherlands).

Headquarters
Waregem



Maintenance and 24/7 service go hand in hand

Maintenance for an installation in top shape
The Callens maintenance and service team keeps your installation in peak condition long 
after delivery. They provide the necessary periodic follow-up, scheduled in advance and 
aligned with legal and technical requirements.

•	 Regular and thorough maintenance
•	 Maximum lifespan and reliability
•	 Preparation and support for regulatory inspections
•	 Certified welding and repairs when needed
 

Fast service in case of malfunctions
In addition to scheduled maintenance, you’ll likely want swift assistance from highly trained 
experts in case of a temporary issue. That’s where our service team comes in. Even with 
meticulously maintained installations, occasional problems may arise. 
 
With a service package of your choice, you’ll have peace of mind when the unexpected 
happens. Choose the package that best fits your needs.

With periodic maintenance by our teams, you can be sure your installations remain in top condi-
tion. Add a service contract on top, and you’ll benefit from the best and fastest round-the-clock 
service.

A reliable process temperature—
guaranteed for life.



A solution to your problem, in any given moment

Thanks to our efficient and targeted approach, we quickly arrive at the best solution for your 
installation. Our service department guarantees a successful industrial process, at any time 
of the day, throughout the year.

1.	 The telephone-accessible standby service of Callens is your first point of contact. 
You can call us day and night on the general number +32 (0)56 72 08 46. Our collea-
gues will go through the obstacles you are experiencing with you and try to provide an 
immediate solution over the phone. In this case, you will be assisted within 10 minutes. 

2.	 If more than telephone assistance is required, we analyze the problem remotely. For 
this puprose, we use the software that was optionally provided in your installation. In this 
case, you will be assisted within 30 minutes. 

3.	 Finally, if necessary, a burner technician can examine the installation on-site. The 
technician will arrive as soon as possible according to the agreements in your service 
contract.

1. Telephone 
assistance

2. Remote 
service

3. Technician 
comes on-site

	√ In 95% of the cases, the burner technician 
can immediately provide the right solution 
thanks to his extensive expertise and the 
stock of materials he brings with him. 

	√ Our other technicians can also intervene 
to address the specific problem at its core. 
Depending on the situation, we may call 
upon one of our maintenance technicians, 
certified welders, warehouse workers, or 
project engineers. 

	√ If our technicians need additional parts 
to get your installation running smoothly 
again, they can rely on your stock of cri-
tical components (if available) or our own 
express stock in the central warehouse or 
one of our vans.



Bonus
For situations where you expect superior craftsmanship

•	 Callens’ technical department is available by telep-
hone 24/7, 365 days a year in case of emergencies. 
We provide telephone assistance and, if technically 
feasible (*), we remotely monitor and assist through 
your PLC. If necessary, we will send a technician 
on-site to resolve the issue. 
(*) Possible only with Callens Control & Connect 

•	 Guaranteed response time: If a technician needs 
to come on-site, with the Bonus-contract, we gua-
rantee that he will be there within 24 hours (+ travel 
time) at the latest to address the issue. 

•	 When requesting an intervention, you will receive 
priority over parties without a service contract.  

•	 You will always receive a 50% discount on the  
urgency fee, if applicable. The standard prices  
can be found in our current hourly rates.

Choose your service package and enjoy the best service on 
the market

Notes:

•	 The intervention cost is payable based on the hours worked at the current hourly rates. 

•	 The urgency fee applies to any intervention where a technician is expected to arrive on-site within 2 hours 

(excluding travel time).

	▸ The contract is valid for 1 year for 1 service location, regardless of the 
number of boilers at the service location.
	▸ The total amount for 12 months of service will be invoiced annually at the start 
of the contract period.
	▸ No later than 3 months before the end of the contract, the service contract 
will be automatically renewed if not explicitly cancelled by the customer.



Melior
If your reliable heat seems far away, Callens is nearby.

•	 Callens’ technical department is available by telepho-
ne 24/7, 365 days a year in case of emergencies. We 
provide telephone assistance and, if technically feasi-
ble (*), we remotely monitor and assist through your 
PLC. If necessary, we will send a technician on-site 
to resolve the issue. 
(*) Possible only with Callens Control & Connect 

•	 Guaranteed response time: If a technician needs to 
come on-site, with the Melior-contract, we guarantee 
that he will be there within 8 hours (+ travel time) at 
the latest to address the issue. 

•	 When requesting an intervention, you will receive  
priority over parties a Bonus-contract.  

•	 You will always receive a 75% discount on the  
urgency fee, if applicable. The standard prices  
can be found in our current hourly rates.

	▸ The contract is valid for 1 year for 1 boiler on 1 service location.
	▸ The total amount for 12 months of service will be invoiced annually at the start of 
the contract period.
	▸ No later than 3 months before the end of the contract, the service contract will be 
automatically renewed if not explicitly cancelled by the customer.

Notes:

•	 The intervention cost is payable based on the hours worked at the current hourly rates. 

•	 The urgency fee applies to any intervention where a technician is expected to arrive on-site within 2 hours 

(excluding travel time).



Optimus
When the unexpected cannot keep you waiting

•	 Callens’ technical department is available by  
telephone 24/7, 365 days a year in case of  
emergencies. We provide telephone assistance and, 
if technically feasible (*), we remotely monitor and 
assist through your PLC. If necessary, we will send 
a technician on-site to resolve the issue. 
(*) Possible only with Callens Control & Connect 

•	 Guaranteed response time: If a technician needs to 
come on-site, with the Optimus-contract, we gua-
rantee that he will be there within 2 hours (+ travel 
time) at the latest to address the issue. 

•	 When requesting an intervention, you will receive 
priority over parties with a Melior service contract.  

•	 You never pay an urgency fee: you already have the 
fastest possible service.

Notes:

•	 The intervention cost is payable based on the hours worked at the current hourly rates. 

	▸ The contract is valid for 1 year for 1  boiler on 1 service location.
	▸ The total amount for 12 months of service will be invoiced annually at the 
start of the contract period.
	▸ No later than 3 months before the end of the contract, the service contract 
will be automatically renewed if not explicitly cancelled by the customer.



•	 The benefits of Optimus are incorporated in this 
package and are expanded with tailor-made  
extensions, depending on your needs. 

	√ Installation-specific analyses to achieve the 
maximum potential of the installation.

	√ The Cauls can proactively monitor your  
installation and optimize it regularly.

	√ Notifications go directly to Callens.
	√ We build a custom IoT package according to 

your desires and needs.

Choose your own benefits and enjoy the 
most personalized form of total care.

Unicus
For the most personalized form of total care.

Without service contract
Service based on available capacity

•	 Our service team is ready to assist you based on available capacity, as customers with 
a service contract always receive priority. 

•	 We are only available on weekdays from 8:00 AM to 5:00 PM. Service outside these 
hours is reserved for customers with a contract. 

•	 A discount on the emergency fee is not possible.



Boost your installation’s performance with Heroïx

The Heroïx platform allows you to closely monitor the performance of your installation(s). 
Various parameters, such as energy consumption and water quality, provide insights into 
efficiency, enabling you to make targeted adjustments when needed.

Boost efficiency ​
and save on energy

Maximum ​
availability

Preventive 
maintenance ​

and cost savings

User-friendly, ​
secure connectivity

Heroïx monitors critical 

performance indicators 

such as energy flows 

and energy 

consumption to allow 

you to timely make the 

relevant adjustments, 

increase the efficiency 

of your systems and 

reduce your costs.

Via proactive alerts and 

advanced fault 

analyses we minimise 

the number of 

unexpected 

downtimes and 

maximise the 

availability of 

your system. ​

Carry out preventive, yet 

targeted maintenance to 

prevent expensive 

interruptions and 

repairs, and to extend 

the useful life of your 

system.

Easily establish a 

secure connection with 

your system, via 4G or 

your own network, to 

keep an eye on things 

at all times.

Basic

The Basic version offers 
core functionalities to give you direct 

insight into your installation’s status and 
respond quickly to any issues.

Full

The Full version builds on the Basic 
functionalities, adding advanced 

monitoring, data logging, and machine 
learning for deeper insights and 

optimizations.

by

Interested in these benefits?
Request the detailed brochure and discuss the available options and pricing with your Callens 
contact person.



Which service package suits your production needs best?
With this guide, you’ll surely make the right choice

Bonus Melior Optimus

Service
during office hours

24/7 service, 
even outside office 
hours

Discount on 
urgency fee

N/A N/A

Free urgency fee

Notifications 
directly to Callens

Proactive monito-
ring & optimization

Heroïx Optional Optional Optional

Response time
Depends on 

capacity
Max. 24 h + 
travel time

Max. 8 h + 
travel time

Max. 2 h + 
travel time

Max. 2 h + 
travel time

Unicus

Without 
service 
contract



Here’s why good service deserves your attention

Good service to quickly and effectively address 

issues goes hand in hand with periodic mainte-

nance at fixed intervals. Some quality parameters 

are beyond our control, such as water quality or 

variable operating conditions, which may cause 

disruptions.

To ensure maximum protection of your producti-

on, you can rely on our strong team of speciali-

zed technicians. Thanks to our service packages, 

they are always ready to assist, both during and 

outside working hours. They provide immediate 

telephone support and come to your aid on-site if 

necessary. 

Do you want more information about the different packages?

Our Cauls are happy to clarify each option for you. Feel free to approach your contact 
person or send your questions to maintenance@callens.eu.

With a service package, we guarantee you will reaceive a prioritized treatment, and you will 

also benefit from certain preferential rates.



How else can Callens assist you?
Discover our specializations and services

Thermal technology

Steam boilers
Thermal oil boilers

Central heating boilers
Hot water boilers
Energy recovery 

systems

Air technology

Ventilation & 
air conditioning

Heating
Cooling

Extraction
Lab applications

Clean rooms

Industrial piping

Reliable piping 
networks for both 

thermal and 
air technology

Rental boilers

Steam boilers
Thermal oil boilers

Central heating boilers

Technology engineers, automation engineers 
concept and sales engineers, 
project managers, design engineers

In-house engineering In-house service & intervention team

Burner technicians, maintenance technicians, 
welders, assemblers



C www.callens.euReliable Process Temperature

Questions?
The Cauls are here for you.

Headquarters

Industrielaan 21
8790 Waregem

+32 (0)56 72 08 46

info@callens.eu

www.callens.eu

Places of business

Janssen Pharmaceuticalaan 4
2440 Geel

+32 (0)14 54 28 60

Rue de la Chaudronnerie 11B
4340 Awans (Liège)

+32 (0)4 295 53 50

Delta 54
6825 MS Arnhem (NL)

+32 (0)56 72 08 46


