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Siemens Demag Delaval is an OEM supplier of centrifugal compressor and steam turbine solutions for the process, oil & gas, and
power industries. We treat all new unit, revamp and upgrade orders as projects.

Our challenge: To get meaningful feedback regarding customer satisfaction (ref. PMBOK®, 2000 Edition, Chapter 8, p. 97) to fuel
our continuous improvement quality system, and to comply with the latest ISO 9001 requirements for a customer satisfaction process.

The solution: A consultant, Essential Resources LLC, was selected to work with us to develop a new process using telephone survey interviews
conducted by the consultant’s staff. Surveys were developed for start, middle and end of project, concentrating on particular PMBOK® process groups.
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Customer comments and complaints are solicited, All survey feedback is considered in our Lessons Learned Process
and reviewed in our Corrective / Preventive Action at the conclusion of each project. Where applicable this is included
Process to identify and act on generic problems. in our Risk Management Process on new projects.

Results: The program has been in place for almost a year and participation by identified customer stakeholders has
been 100%. This is a huge improvement over previous feedback attempts, and is credited to the skill and training of
the independent interviewers as well as the brief, focused surveys. Feedback has led to several process improvements,
including creation of a new Project Communications Process and revision to our Customer Inspector Policy.
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