
Task	  
Following	  the	  acquisi1on	  of	  a	  new	  business	  unit	  in	  the	  field	  of	  the	  mechanical	  process	  
engineering	  the	  parent	  company	  noted	  that	  there	  were	  issues	  in	  the	  way	  orders	  were	  
placed	  and	  that	  there	  was	  too	  low	  of	  a	  percentage	  of	  placed	  orders	  to	  offers	  quoted.	  
Using	  a	  survey	   they	  want	   to	  determine	  the	  reason	   for	   this	  situa1on	  from	  customers	  
and	   poten1al	   buyers.	   We	   were	   to	   determine	   the	   customer’s	   and	   poten1al	   buyer’s	  
needs,	  for	  what	  reasons	  they	  choose	  the	  compe11on	  and	  in	  what	  way	  the	  company	  
can	  rec1fy	  this	  situa1on.	  

	  	  
Objec*ve	  
To	  determine	  the	  weakness	  of	  the	  company	  –	  in	  outer	  percep1on,	  produc1on,	  quality	  
or	  the	  sales	  department	  using	  a	  customer	  sa1sfac1on	  survey.	  	  
Iden1fy	  the	  company’s	  strengths	  from	  the	  customers	  and	  poten1al	  customer’s	  point	  
of	  view	  .	  Also,	  to	  iden1fy	  deficiencies	  of	  the	  business	  unit	  related	  to	  offer	  prepara1on,	  
cer1fica1on,	  quality	  or	  product	  range.	  	  
Ensure	  and	   increase	   the	  organic	  growth	  of	   the	  business	  unit	  and	  beGer	  posi1on	  the	  
company	  in	  the	  market	  as	  a	  result	  of	  the	  sa1sfac1on	  survey.	  
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Methods	  
w  Meet	  and	  interview	  the	  managing	  director	  and	  the	  staff	  of	  the	  execu1ve	  level.	  
w  Develop	   a	   ques1onnaire	   to	   determine	   the	   current	   sa1sfac1on	   and	   the	  

improvement	  poten1al.	  
w  Personal	   interviews	   with	   customers	   of	   the	   company	   and	   its	   poten1al	   buyers	  

(mostly	  on	  the	  telephone,	  some	  “face	  to	  face”).	  
w  Evaluate	  and	  issue	  a	  final	  report	  with	  recommenda1ons.	  

Result	  
The	  sa1sfac1on	  survey	  showed	  that	  both	  customers	  and	  poten1al	  buyers	  appreciated	  
the	   high	   quality,	   durability	   and	   reliability	   of	   the	   machines,	   and	   also	   the	   excellent	  
service.	   The	   machines	   are	   posi1oned	   in	   the	   high-‐price	   segment,	   whereby	   price-‐
sensi1ve	   poten1al	   customers	  may	   explore	   other	   op1ons.	  We	   determined	   that	   offer	  
prepara1on	   took	   too	   long.	   As	   a	   result,	   poten1al	   customers	   were	   lost	   due	   to	   the	  
wai1ng	  period.	  We	   recommended	   that	   the	   company	   stress	   the	   value	  proposi1on	  of	  
the	  machine	  and	  the	  resultant	  increase	  in	  customer	  benefit.	  We	  also	  stressed	  that	  the	  
company	   sa1sfy	   all	   other	   customer	   needs.	   This	   allowed	   for	   a	   long-‐term	   market	  
posi1on.	  
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