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Company
Buehler AG is a global specialist in plant 
and factory design, construction and trans-
forming raw materials into high quality pro-
ducts. With more than 140 years of expe-
rience, Buehler has become the global 

market leader in food processing, chemical 
process engineering and die casting. Cur-
rently, Buehler’s technology, machinery and 
equipment have been used in many indus-
tries, and products Buehler has contributed 
are used worldwide every day.

Initial position
The company maintains that «customer ser-
vice makes the difference» and therefore it 
is continually striving to become the sole 
provider of comprehensive customer ser-
vice worldwide by delivering products fa-
ster, more competently and reliably. The 
Customer Service department of the En-
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gineered Product Division includes both 
maintenance and emergency services, fo-
cusing on «Commodity» replacing parts. 
The division expects to increase the turno-
ver of customer service within the next ye-
ars. Since the electronic media (Internet) of-
fers many alternative sources of supply, be 
able to cope with these changes. Hence, 
proposing a clear Customer Service pricing 
concept and implementing it correctly is of 
strategic importance to the company to en-
sure long-term annual growth.

Findings
The main characteristics that differentiate 
Buehler from its leading competitors with 
reference to pricing and quality of the of-
fered Customer Service were initially deter-
mined. In the analysis, the importance of 

several key factors and the performance of 
Buehler and its competitors were evaluated. 
In addition, local differences in perceiving 
the services were analyzed to help Bueh-
ler better adapt to the local requirements. 
Moreover, the in-depth analysis identified 
areas of improvements so concrete mea-
sures were proposed to foster and maintain 
Buehler’s strong top market position. 

Unique challenges
The team, consisting of 7 members from 
5 different countries, conducted market 
research in 4 different countries. Conse-
quently, 5 languages were needed toge-
ther with 5 different types of character, ma-
king this a unique experience for all the 
participants.

Roger Martin
«A team formed by members from all over 
the world worked together on a challen-
ging project for four months. Although the 
team had to deal with five different lan-
guages and writing systems, each member 
worked hard and was motivated by ambi-
tion to finally produce an accurate analysis. 
Thanks to these findings, the team derived 
useful and applicable measures for the cli-
ent. Well done!»»

Krunoslav Ljubetic
«This multicultural group produced an ex-
cellent research project with very interesting 
findings and suggestions for our company. 
The final presentation was clear and un-
derstandable and questions asked by the 
management revealed how well prepared 
and informed the students were. Great job! 
Thank you very much!»


