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Worldwide Client Satisfaction Survey

Varioprint exports 85% of its products. Due to the high competitiveness in

the global market, it is essential to understand the exact customer needs

and demands. For this reason, Varioprint was eager to analyse and mea-

sure the satisfaction of its customers in a project with the FHS St.Gallen.

Varioprint AG
Founded in 1970 and owned by the manage-
ment since 1993, Varioprint is specialized in
manufacturing and selling Printed Circuit
Boards (PCB’s). The company is located in Hei-
den, Switzerland and employs 140 people. Va-
rioprint counts as one of the European market
leaders in the premium segment of Printed Cir-
cuit Boards and is well established as a suc-
cessful competitor in global business. World-
wide, more than 300 active customers are
supplied with a broad range of products.

Proceeding
To obtain an ideal overview and to gather
valid and viable results, the team collected in-
formation with a mixed method approach,
which included qualitative and quantitative re-
search. In the qualitative research, long-term
customers were asked about their level of sat-
isfaction. Open questions and possible im-
provements were asked via telephone. The re-
sults of the qualitative research were used to

design a questionnaire for the quantitative re-
search that was conducted in an online sur-
vey.

Results
With the qualitative survey, an overall image
of the company was obtained. Additionally,
the customers brought up important issues
that could be improved. The generally positive
results of the quantitative research provided a
very valuable insight in the customer’s percep-
tion on the topics of image, efficiency, innova-
tion, customer service, costs, logistics and ap-
pearance. Based on the results, four recom-
mendations were presented by the project
team: the continuation of customer satisfaction
research, a sophisticated external communica-
tion, a clear internal communication and orga-
nizational development. A detailed action plan
was elaborated for each recommendation.

www.fhsg.ch/praxisprojekte
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It was a pleasure working
with this motivated, interna-
tional team of students. In
our complex and demanding
niche market, it was impres-
sive how fast the students

understood our relationship with our custo-
mers from all over the world. Their accurate
and honest analysis of our customers' satis-
faction gives us a perfect opportunity of im-
provements.

Coach
FHS St.Gallen
Prof. Dr. Rigo Tietz

The student team conducted
a qualitative analysis follo-
wed by a quantitative sur-
vey. Thus, the results provide
very valuable insights and a
comprehensive overview.

Helpful recommendations guide the path to
sustain and even improve the high level of
customer satisfaction at Varioprint.

Caption: Methodology.

Source: own illustration.

Qualitative 
research

•Open questions
•Recommendations
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Recommendations
•Continuation of Customer Satisfaction Analysis
•External Communication
•Internal Communication
•Organizational Development


