


2

edito
In this issue of the Magazine, we have dedicated 
one article to taking a look at how our Business 
Centers around the world have handled the 
health crisis. This article presents an opportu-
nity to look back at the creation of these entities 
that are so essential to our strategy, especially 
with regards to customer service.

All of Cryostar’s Business Centers follow the 
same plan: establish a structure in an area where 
Cryostar has numerous machines installed, 
begin by focusing on customer service, then 
enlarge the scope to include sales and even, in 
some cases, local production. This method is 
simple but effective, and is constantly being im-
proved based on past experiences and the skills 
developed by our business center personnel. 
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parent company at the time, BOC, to be able to 
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star Singapore was established to oversee the 
maintenance of our many pumps and turbines 
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Hangzhou structure.  Our China location has 
been a great success, demonstrating rapidly 
growing revenue, and has grown to include pro-
duction, engineering, purchasing, customer 
service, and sales departments. 

We then established presences in Brazil and 
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closer to our clients in locations where the air 
gas and natural gas industry is strong today, and 
where it shows promise of growing in the future. 

Today, these business centers and their 
hundred-some employees from a wide range of 
cultural backgrounds contribute to Cryostar’s 
success by offering our clients local customer 
service, which has been all the more important 
during the pandemic, with its accompanying 
travel restrictions.
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A “generalist” role

The complexity of the technology 
used in our pumps and turbines 
means that in some cases, we must 
call on engineers who are experts in 
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that in order to respond to the wide 
range of issues a given machine may 
encounter during its life cycle, these 
technicians must have a good level 
of overall knowledge of our tech-
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When we take a closer look at the 
number of different tasks that fall 
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job includes providing support to 
on-site technicians during installation, 
maintenance, and troubleshooting, 
assisting business centers with ques-
tions regarding client sites in their 

geographic zone, and organizing 
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On-site troubleshooting is the 
most technical, and also the most 
interesting, part of this job, which 
requires a multitude of skills: the 
ability to communicate effectively 
with others - in particular with clients 
- in order to avoid misunderstand-
ings or dissatisfaction, the ability to 
manage teams and lead meetings 
between all the different parties 
involved in the troubleshooting 
process, the ability to analyze and 
synthesize information, and a certain 
amount of technical knowledge of 
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keeping track of machine repairs 
during troubleshooting, answering 
any technical questions the client may 
have during the life cycle of a machine 
(changes to performance, operation, 
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to varying degrees, faced with questions related to the technical nature of the machines we 
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observed on-site in order to help 
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Information and problem 
resolution

When production must come to a 
halt on a site, it can be very costly 
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Cryostar is doing its best to solve 
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the facts without giving in to emo-
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pressure from our clients, all while 
monitoring the problem resolution 
���	����
����
��������
��������
������
A�
	$����������
(���

When it comes to problem resolution 
��
�����������
�!�����
��'������	��
-
cians rely on a number of different 
people, both Cryostar employees 
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phase, communication is essential, 
especially when it comes to updating 
clients about dates when parts are 
to be delivered or repairs are to be 
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ity and quantity of information we 
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it will be that much harder to come 
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More than just a technical job
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kinds of contact with clients, primar-
ily site managers, project managers, 
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responsive, especially when pro-
duction is brought to a halt or when 
installing a new machine, because 
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high: the sites we work with often 
represent tens of millions of euros of 
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can to get the site up and running 
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Our job is about much more than 
just the technical aspects of the ma-
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with clients and must communicate 
with them as often as possible in or-
der to update them on progress with 
troubleshooting and parts delivery, 
as well as answering any questions 
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requires good relationship and 
communication skills, both internally 
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A key internal role 
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the technical aspects of our pumps 
and turbines, it comes as no surprise 
that they are in touch with our “tech-
�
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technicians often need to call on 
different specialized teams in order 
to respond to the client as quickly 
and knowledgeably as possible:
• *���GIB����������A����
�����(����

various components of our ma-
chines and during troubleshooting

• Production, methods, and testing, 
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such as on-site inspections or 
maintenance calls, and when we 
must call on their expertise for 
balancing or testing a machine 
during troubleshooting

• Quality assurance, with whom we 
collaborate in the case of prob-
lems with a part 

• 

ON-SITE TROUBLESHOOTING EXPERIENCE

On a project in India, after numerous DGS (Dry Gas Seal) breaks, 
we had to undertake a lengthy troubleshooting process to deter-
mine what was causing the breakages. During troubleshooting, 
FS worked with the client, the R&D team, and the DGS supplier to 
check the operation of the pumps on the site. After several months 
of investigation, we discovered that the client was operating the 
pumps in a cavitation zone. This troubleshooting process presented 
the FS team with an opportunity to learn more about the operation 
and design of these pumps, which they were not familiar with before.

MODIFYING A PART
Several turbines presented 
problems with bracing on the 
blades. We worked together 
with the Mechanics R&D depart-
ment to minimize this problem.

CUSTOMER  
SATISFACTION  
EXPERIENCE
A wheel broke while starting 
up a machine. The R&D 
(Mechanics and Structural 
Calculations) department 
investigated the incident and 
pinpointed the cause of the 
breakage. A new wheel was 
then designed, manufac-
tured, and sent to the site in 
record time, earning us the 
client’s most sincere thanks.  

While starting up a project 
in Saudi Arabia, the IGV 
(Inlet Guide Vanes) shaft was 
distorted by the force exerted 
on the blades during closure. 

The Mechanics R&D team 
quickly came up with a new 
design. Thanks to the involve-
ment of the on-site FSE (Field 
Service Engineer,) a quick 
response from the Mechanics 
R&D team, and exceptional 
client communication, we 
were able to get the machine 
up and running, for which 
the client was very grateful.

A QUALITY ISSUE WITH 
A PART
Numerous transmitters demon-
�������� �� 	�
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Report) with the product quality 
department so that they, in turn, 
could contact the supplier and 
ask them to test the part and 
identify the problem.
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• Purchasing, notably when it comes 
to negotiating prices and buying 
replacement parts in order to con-
duct any necessary repairs on site

• The repair department when 
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an inspection

• The global service team for or-
ganizing call-outs

Variety, complexity, and 
training  

Our job is fascinating, because the 
problems we encounter on site vary 
widely in terms of their complexity 
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more complex, such as a machine 
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Having general knowledge of 
the machines and their auxiliary 
components is a major advantage, 
because it enables us to resolve 
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technical knowledge is the result of 
experience and training over our 
years with Cryostar and also of 
the advantage of knowing people, 
&�
	���
���
����	�����
	��
���

It is easier to work in FS once you 
have acquired a certain amount 
of experience in various technical 
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in the wide range of skills pos-
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the expertise and experience of 
our team members (some have 
previously worked in different 

on-site positions, while others 
have worked in the repair shop 
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we are often able to respond to 
clients based purely on our own 
knowledge, and thus answer 
many questions without having 
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We are constantly learning, 
because responding to different 
problems requires that we know 
as much as possible about a large 
���(������

����������	�
�����J�	��
troubleshooting process becomes an 
opportunity to master new skills and 
learn more about a given type of 
machine, especially when we must 
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eral sites with many different types 
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Working on project like these re-
quires excellent organizational skills 
to keep track of all the different 
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machines and progress towards 
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complexity, and technical nature of 
the work done by our employees in 
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enables us to offer our employees 
interesting, varied work and a con-
stant stream of new opportunities, 
thanks to the evolution of the com-
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CRYOSTAR 
has a long history  
with maritime transport
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these days, nearly every LNG carrier on the water has 
at least one piece of Cryostar equipment on board, 
whether it be a compressor, an exchanger, a relique-
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some cases, all of the above on a single ship!
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Why Liquefied Natural Gas?
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Seven years of research and 
development

This container ship is the result of seven years of re-
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partners, including the Chinese company that built the 
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Cryostar, chosen for our expertise in high-tech cryogen-
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This represents a new challenge for Cryostar, as this 
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would be shared by the emergency pump and the 
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For this nine-ship project, Cryostar supplied 36 primary 
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Cryostar, a renowned expert
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technical issues that arose, it became evident that they 
deserved special attention, thus throwing into relief 
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These competitive advantages Cryostar has developed 
over the years make the company a leader in this new 
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Thus, with this project, in addition to past and future 
projects in this market, Cryostar has demonstrated once 
again its commitment to the worldwide effort to reduce 
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The unprecedented health crisis that began in 2020 and has 
unfortunately continued into 2021 has had a major impact 
on commercial activity, forcing companies to innovate in the 
face of canceled trips, expos, and professional conferences, 
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solutions in order for maintaining close ties with our clients 
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have been experimenting with new collaborative tools, in 
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and is a sort of collaborative meeting organized and held 
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The advantage of webinars is the level of interaction they 
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The organizer, in turn, can practice active listening with 
participants by inviting them to respond, ask questions, 
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Finally, the ability to record the webinar enables the sales 
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all these reasons and more, webinars are an excellent way 
to maintain high quality customer relationships, much like 
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Finding innovative ways 
to stay in touch with our 
clients
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possibilities and enthusiastic about experimenting with new 
solutions, Philippe Heisch and his team were instrumental 
in the implementation of webinars at Cryostar, with the 
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Phliippe Heisch explains, “The idea of the webinar came 
from a team discussion about a loss of visibility due to the 
introduction of travel restrictions and therefore the cancel-
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time is dedicated to prospective visits, during which we are 
able to promote our products, answer client questions, and 
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in order to present our products, share important news, and 
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The results were very positive, as this online event allowed 
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webinar also gave us a chance to get immediate feedback, 
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Cluster team organized two more webinars over the course 
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hold any events in our facilities during the health crisis, have 
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the opportunity of the commercial launch of the NeoVP 
pump, the latest in our line of cryogenic pumps, to do some 
promotion, sharing with some of their most loyal customers 
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Zouaghi, President, also managed to hold their usual annual 
meetings with partners thanks to a series of webinars held 
in November 2020, to which more than 300 partners were 
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 “Thank you for keeping in touch with your suppliers. 
Your company is entirely unique from this point of 
view, and beyond our purely commercial relation-
ship, it makes us want to work with you. You should 
be proud of yourselves!”
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tainty, it has also given us an opportunity to take a closer 
look at how we work, promoting healthy competition among 
Cryostar employees, who are all motivated to offer our cli-
ents new, innovative solutions that will undoubtedly continue 
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HEALTH 
CRISIS IN OUR 
business centers

At the end of 2019, news began to 
emerge from China about a virus 
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issue, but within a few weeks it 
became clear that a serious threat 
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Effective countermeasures had to be 
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took hold around the world, Cryostar 
global operations, including those 
in our seven international Business 
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all regions, our teams showed deter-
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business operating and support our 
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Our team in China was, of course, the 
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working on a customer site, was locked 
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This period included the Chinese New 
Year, so other staff were locked down 
with their families far from home and 
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sponded by setting up remote working 
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that the lockdown would be extended, 
Cryostar got approval from local 
authorities to re-open the workshop in 
order to support customers operating 
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ued to spread, each Business Center 
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FIRST, SANITARY RULES were put in 
place in line with local and national 
guidelines, taking into account rules 
published by our parent company and 
HQ in France, including :
• Home working for staff where 

possible 
• Restricting the number of people in 

���	�����
�&��$�����
• Organizing into groups to contain 

any outbreak
• Regular sanitization of building and 

equipment
• 5��
������ ���$� &���
�!� ��
�

social distancing

But our Business Centers faced addition-
al challenges to their daily operations : 
 
SHORTAGE OF SAFETY equipment 
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able to assist here, sending supplies to 
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BUSINESS CENTERS are focused on 
service (spare parts, repair, on site 
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operations are critical to our custom-
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�&���&����
announced, many Business Centers 
received letters from customers who 
provide essential services, strongly 
requesting that Cryostar Business 
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Centers had already taken actions to 
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work from home and workshop staff 
organized into teams with protective 
equipment and social distancing as 
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site activities like pre-commissioning 
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SINGAPORE (with high on site work-
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arriving in overseas countries and 
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IN THE UK, where on site support is the 
major activity, there was a decrease in 
workload with jobs cancelled or post-
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participated in a government furlough 
program to match resources to de-
mand, whilst keeping essential services 
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IN RUSSIA, pro-active actions, taken 
in anticipation of the virus spread, 
ensured continuity of operations 
including on-site support for a major 
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vative culture by adjusting operations 
to ensure continuous support to custom-
ers, whilst complying with all local san-
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Finally, we take this opportunity to 
thank all our customers for their contin-
ued trust and partnership with Cryostar 
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CRYOSTAR EMPLOYEES RETIRED

Extension of the
CAPDENAC facility

The year is off to a good start for 
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southwestern France, with regards to 
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accomplished: the installation of a 
temporary building that will house 
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TG 900 turbine 

The largest turbine Cryostar has 
ever made will be installed in China 
in 2021!

The project has just reached an 
important milestone!��*���*?�����
successfully passed all the necessary 
tests, which were conducted in our 
workshop in the presence of an in-
���	���������(������X��������	�
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“IHI Corporation���

double our test capacity for 4- and 
6-stage compressors and hydrocar-
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This is the largest investment in 
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opportunities for development and 
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This investment will allow Cryostar to 
continue to grow by building on its 
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The construction will take place over 
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Over more than four hours of testing, 
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This turbine, which has a nominal 
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to a generator and is equipped with 
a wheel with a diameter of 900 
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gas reception terminal in the region 
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regenerates heat through a Rankine 
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PROJECT PHENIX: a 15  
million euro investment!

Cryostar invests 15 million euro in a 
new project dedicated primarily to 
a new test and assembly building, 
which will boost our operational 
capacity considerably by adding to 
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�!������(��	����

With a surface area of approx-
imately 1600 m2, the building will 
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