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Client Satisfaction Survey in Europe
Throughout the years weba has heavily invested in collections and inno-

vations. Thus, the company was eager to acquire information regarding

customer satisfaction. The team conducted market research with the goals

to determine customers’ perception, interpret their value added and to

evaluate weba’s competitive position.

weba Weberei Appenzell AG
Weba Weberei Appenzell began in 1944 as a
manufacturer specializing in the production of
high-quality handkerchiefs. Located in Appen-
zell, Switzerland, the company presently con-
centrates on the production of exclusive and
innovative shirt and blouse fabrics for re-
nowned brands around the world. The firm has
developed an outstanding reputation due to its
strong identity based on unique Swiss cultural
values of quality, reliability, cleanliness, disci-
pline and sustainability.

Proceeding
Before the initial research process, the team
acquired a precise understanding of the com-
pany's business model and current methods.
The primary research design involved grouping
the customers into three groups according to
the volume of their purchases and designing a
questionnaire for each group. Through 30 cus-
tomer interviews, the team gained knowledge
about the clients' satisfaction regarding prod-
ucts and services. The findings enabled the
team to provide detailed recommendations
and a timeline for implementation.

Results
The team obtained substantial information
about customers’ perception and satisfaction
levels after conducting a survey which was
based on the goals set at the beginning of the
project. The team provided accurate information
about customer service, delivery time, image,
future investments and the possibility of a
change in suppliers. Based on the results, the
team identified several issues and three areas
for improvement: customer service, communica-
tion and creative innovation. The team provided
two recommendations for each of these areas
that required improvement. Every proposal pro-
vided detailed information about the working
procedure, the implementation time, the dura-
tion of the process, the tools or resources
needed to accomplish it and the budget. This
way the team provided a specific report includ-
ing useful recommendations to improve the
customers’ satisfaction level.
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After investments in markets
and designs, we gained new
customers. So we were cu-
rious about their opinion of
weba’s performance. Some
survey resu l t s were ex-

pected, others were new. The students were
highly motivated and professional and made
very valuable improvement proposals. Some
were immediately implemented into pro-
cesses.

Coach
Mathias Kleiner, MBA

The team showed a solution
oriented approach and man-
aged al l the chal lenges
throughout the project very
well. The team gained in-
sightful information about a

specific market with expert interviews, a cli-
ent survey and desk research. The well
founded analysis and recommendations
helped the client to make the right business
decisions.

Importance of the production made exclusively in Switzerland from customers’ point of view.

Source: own illustration based on survey results.


