
working closely with us. Since 1984, we’ve become increas-

ingly involved in Diebold’s products from the earliest stages of 

design, helping achieve efficiency and quality improvements 

every step of the way. 

We play a similar role with Scotsman Ice Systems, a leading 

innovator of ice technology. In 1988, we began supplying a 

single part for Scotsman. Today, we 

are the company’s sole source for 

injection molding — providing 

valuable support in tooling, part 

design, material selection, assem-

bly and inventory management. 

For instance, our team traveled 

to China to collaborate on the 

development of 37 different molds for a new icemaker. We 

ensured the molds’ quality and compatibility with the molding 

process — key issues in overseas sourcing. 

Evolving with Our Customers
At Donnelly, we 

choose our 

customers as 

carefully as they 

choose us. So 

every customer is 

critical to our 

future. 

That is why we’re 

committed to 

transparency. 

Customers includ-

ing Scotsman 

appreciate that we 

open our books 

and share informa-

tion, ensuring that 

we are as helpful and responsive as possible. 

Our narrow focus — on both our short-run niche and our 

target customers — allows us to deploy our resources most 

effectively. Meanwhile, we can evolve with our customers in 

the most meaningful ways.
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Tight lead times. Quick changeovers. Just-In-Time inventory. Pricing pressures. 

These are just a few of the challenges OEMs face when they need short-run parts.

To succeed, they need suppliers that intimately understand their operations — 

and have the flexibility, expertise and commitment to meet their most pressing 

needs.

At Donnelly Custom Manufacturing, that’s How Short Run Is Done. We don’t 

help customers overcome short-run challenges by trying to be all things to all 

OEMs. We do it by finding and developing strategic relationships with the right 

customers for our business, and focusing on how we can help them thrive.

A Deeper Understanding, a More Valuable Partnership
Since 1992, we’ve reduced our customer base by 80 percent. And today, 

with 50 customers, we’re more successful than ever. 

How is that possible? With fewer customers, we spend our time and 

resources deepening our understanding of every customer’s business — so 

we can be more responsive to its needs. 

Diebold — a provider of self-service delivery and security systems to financial 

institutions, government agencies and retail — understands the benefits of 

The Closer, the Better
Donnelly Builds Powerful Strategic Relationships with OEMs 

Three Keys to Customer Intimacy

Finding the right customers for our business

Developing close-knit, strategic relationships 

throughout their organizations

Focusing relentlessly on how we can help 

their businesses thrive

Performance Measurement

Quality of Output

Delivery Lead Times

Service Ability

Availability of Customer 

Service People

Quality of Service

Responsiveness

On-Time Delivery

Overall Satisfaction

Donnelly continuously surveys customers on their 

satisfaction with eight aspects of our performance:

“Donnelly’s people understand our business 
  and the industry better than anyone else. 
               When Donnelly recommends 
                something, you can count on it.”
                   Alex Harvey,
                     Scotsman Ice Systems

When Diebold leaders established a goal of maximizing 

vendor-managed inventories, for example, we dove into the 

challenge. The program we developed has reduced lead 

times, handled sudden shifts in demand and minimized 

working capital costs for Diebold. 

Our commitment to continuous improvement has meant 

that, over the years, we’ve anticipated industry changes 

more quickly than anyone else. Regular customer satisfaction 

surveys help up stay at the forefront in all areas. And ongoing 

training empowers our people to provide value and meet our 

commitments. 

Delivering Anytime 
They Need Us
Perhaps the most important 

result of our close relation-

ships with customers is this: 

We know them so well that, 

at a moment’s notice, we can 

respond to meet their needs. 

When Scotsman had to 

increase production to meet 

year-end goals, the company 

gave Donnelly one week’s 

notice to increase production 

by 30 to 40 percent. We 

quickly rallied to meet 

delivery goals and helped Scotsman achieve its objectives.  

It wouldn’t have been possible without a provider that 

completely understood Scotsman’s operation and was 

determined to help the company succeed. Few other 

companies, if any, could have met this challenge, but at 

Donnelly, that’s How Short Run Is Done.

Based in Alexandria, Minn., Donnelly’s 230 employees are dedicated to setting the standards in the custom 

injection-molding marketplace for “How Short Run Is Done.” The company’s focus is on providing its OEM 

customers with value added engineering, and highly customized manufacturing and customer support 

services.  A strong customer service orientation ensures outstanding customer satisfaction.
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