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Customer Satisfaction in the Textile
Industry
weba produces high-quality fabrics for shirts and blouses in themedium-

and high-end business and urban fashionmarket. The company conducted

a customer survey in 2015 and has implemented several recommendations

since then. This project assessed the development of the client satisfaction

since 2015 and analysed the competitors andmarket trends.

weba Weberei Appenzell AG
The company was founded in 1944 and pro-
duces high-quality fabrics with innovative and
exclusive functionalities such as a wrinkle-free
finish. Their production facilities are located in
Appenzell, Switzerland with approximately 80
employees and in Borg-al-Arab, Egypt where
there are approximately 170 employees. Their
clients are well-known fashion brands in Eu-
rope as well as selected companies in North
America and China.

Proceeding
The project group acquired necessary knowl-
edge regarding the market and the products
at the beginning of the research. The core of
the project was a quantitative satisfaction sur-
vey among the strategically relevant customers
from Europe and North America. They were
surveyed by phone or an online questionnaire,
resulting in a detailed analysis regarding satis-
faction, image, sustainability, information
channels and weba’s competitors. Addition-
ally, a trend analysis was conducted. These
combined findings enabled the project team to
derive eight recommendations.

Results
The response rate of the survey was 32.78%,
which can be viewed as satisfactory because
all these respondents contribute 49% of the
annual turnover. The customers are in general
satisfied with weba’s performance. The clients
especially appreciate all product aspects and
the close personal contact. Furthermore, the
evaluation showed an overall positive develop-
ment since 2015. Nevertheless, according to
the results, some room for improvement re-
garding different aspects could be identified.
Based on the trend analysis and the customer
satisfaction survey, the project group derived
four minor recommendations which should be
considered for further projects or research. In
addition, four substantial major recommenda-
tions that weba could implement were elabo-
rated regarding the rolling forecast, a sustaina-
bility report, design and product innovation.

www.fhsg.ch/praxisprojekte

Project team (f. l. t. r.)
hinten: Sabrina Landolt, FHS St.Gallen, Swit-
zerland, Project Leader
Jinsun Park, Kyung Hee University, Korea
Christoph Bachmann, FHS St.Gallen, Swit-
zerland
vorne: Sohyeon Kong, Kyungpook National
University, Korea
Jasmin Strässle, FHS St.Gallen, Switzerland
Yuyeong Lee, Kyungpook University, Korea

Client
weba Weberei Appenzell AG, Appenzell
Alexander Barberi, Head sales, marketing,
design
www.weba.ch

We want to implement this
customer survey as a bench-
mark to monitor our perfor-
mance development. The
aim was to gather informa-
tion in the new survey and

compare it to the previous one. Some results
were expected, others were new. The team
worked in a highly motivated and professio-
nal way and made valuable proposals for
improvement.

Coach
FHS St.Gallen
Dr. Lothar Natau

It has been a pleasure to
support this team on its way
to an overwhelming bouquet
of beneficial results. They
came out on top in applying
theory as well as crystallizing

practical essence. They walked more than
one extra-mile to support their findings and
thus created superior benefit for their custo-
mer.

Process for recommendations.

Source: own illustration.


