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Speaker
Sam is a process scientist, published author, speaker, and 
recognized expert in the process improvement space. 

Sam co-founded Truvle, the forefront of software 
innovation, offering proprietary mapping solutions that 
redefine how individuals and businesses visualize and 
manage internal processes. 

Sam is Lean, Six Sigma, Change Management, and Project 
Management certified, and is also a CMMI associate. He 
was proudly featured in the Top 100 Magazine and was 
recently honored as a listee by Marqui's Who's Who, 
recognized for his exceptional contributions to process 
mapping language. He holds an MBA from the University of 
Richmond.

The process mapping language developed by Sam (Truvle 
Mapping Language) has been adopted as the global 
standard for multiple large enterprises. 2
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Agenda
I. Happy Customers

I. Why Do We Care?

II. Universal Happiness Drivers

II. Process Science Can Help
I. Mapping & Analysis
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Happy Customers = Sustainable Business 
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Customers Want Value 
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Value is the foundation of customer happiness 

On average, only 5% of business activity is value adding 

VALUE = BENEFITS - COST



2024 Project Management Symposium

Expectations vs Reality 
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The on-demand service 
revolution fundamentally 
changed and clarified service 
expectations – everyone 
wants the “uber” experience 
and all the modern benefits 

 



2024 Project Management Symposium

Universal Happiness Drivers 
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Factors that will always increase 
customer happiness, regardless 
of context: 
 
✔ Benefits Alignment 

✔ Consistency 

✔ Transparency 
 



2024 Project Management Symposium

Benefits Alignment 
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Benefits Alignment is a Strategy 
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Company Benefits 
Produced

Company Benefits 
Produced

Customer Benefits 
Demanded

Customer Benefits 
Demanded
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Benefits Mis-Alignment 
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� Pushing cable television channels when 
the customer only asked for internet 

 
� Providing a report when the customer only 

wants a specific data point 

� Charging a higher amount because the 
company’s internal quality controls are beyond 
what the customer demands 
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Consistency
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Consistency is Standard Execution 
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Consistency 
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� Having mechanisms to control quality for 
finished products 

� Having SOPs and auditing against them to 
reduce variation over time 

� Establishing and monitoring KPIs and 
correcting processes as data indicates control 
limits are being violated 
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Transparency 
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Transparency is Communication 
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Process Transparency 
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� Providing on-demand data that 
is relevant to the customer 
experience 

� Providing a sense of and control 
to customers through intuitive 
interfaces 

� Providing understanding of the 
process lifecycle and setting 
realistic expectations about 
customer interactions 
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Process Science Can Help 
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� Creating processes that always considers customers 
are complicated 

� Process science methods and techniques can 
help identify, analyze, and reshape processes to create 
more customer-facing workflow and sustainable 
benefits creation at lower costs 



2024 Project Management Symposium

Start with Process Mapping 
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� Map out the process in a tangible way; don't just think about 
it, make it real. 

� Document internal process and the end-to-end customer journey
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Focused Process Analysis 
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� Having an accurate and comprehensive process map is 
the foundation to: 

▪ Analyze process benefit creation and 
expected    benefits from customers 

▪ Analyze variation and quality of 
execution 

▪ Analyze which data could accurately 
represent  critical process information 
internally and to customers 

95
%

5
%
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Summary 
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� Customer Happiness can always be improved by focusing on Benefits 
alignment, Consistency, and Transparency 

� There are many examples of these benefits in great 
companies and customer expect more of these types of benefits over 
time. Focusing on better process methods and management is the most 
effective way to work towards these objectives 

� Process mapping is the foundation to better understanding processes 
and customers – the critical first step to unlocking customer happiness 
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Questions?
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Contact Samuel Drauschak
sam@truvle.com 
703.307.9140


