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Bühler AG
Bühler has been engaged in the Die
Casting industry since 1927 and is a
global partner for all Die Casting needs.
About one billion people travel in vehi-
cles manufactured with parts produced
using Bühler’s machinery. Bühler Die
Casting offers its customers overall solu-
tions, including the Die Casting ma-
chines, revisions, as well as consulting
services to complete the portfolio.

Client
Bühler AG, Uzwil
Roman Sturzenegger, Team Leader Spare Parts
www.buhlergroup.com

Working together with
highly motivated students
was an inspiring experi-
ence. Especially the differ-
ent nationalities gave this
team the necessary power.

How the project team performed and the
whole organization were on a professional
level. The structured reports will help Bühler
to drive into the right direction with our cus-
tomer portal. We also like to give students
the opportunity to work with real business
cases to collect experiences for their career.

Coach
FHS St.Gallen
Claudia Brönimann, MSc in Business
Administration

The student team showed,
from the beginning, a very
high level of commitment
to this international con-
sulting project. The com-
prehensive and worldwide

market analysis of clients, competitors and
benchmark companies provide very valuable
insights for further myBühler development.
Findings regarding platform optimization are
directly applicable.
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How to optimize customer relation-
ship on myBühler eCommerce
platform
Bühler AG is a global player holding leading market positions in process
technologies and solutions. In 2016, it launched its eCommerce plat-
form, called myBühler, which extended to the Business Area Die Cast-
ing, in 2018. The aim of the project is to find ways in which to optimize
the customer relationship on myBühler, focusing on the spare and wear
parts business.

Proceeding
The market research is conducted in three
phases. The aim of the first phase was to
gather information about strengths and weak-
nesses of myBühler, as well as success and
failure factors of eCommerce platforms in gen-
eral. Therefore, qualitative interviews were
conducted with internal and external experts.
Subsequently, qualitative interviews with B2B-
clients worldwide were realized to provide in-
sight into the usage of myBühler and usage re-
quirements. The final step was a competitor
analysis, divided into three categories: Single
platforms, Marketplaces and Benchmarks.
Hereby, desk and primary research, including
personal phone-calls were carried out.

Results
Concluding the expert interviews, it was evi-
dent that the customer experience and the
possibility of integration are crucial factors for
digital transformation processes. The client
analysis provided insight from the perspective
of current and potential users in the B2B mar-
ket. Most mentioned reason for potential users
to use myBühler was the quality of information
regarding delivery time and stock levels. For

current users, however, the most important cri-
terion was the ease of use and accessability.
Thus, all clients using myBühler, which an-
swered questions referencing, would recom-
mend myBühler. The competitor analysis re-
vealed, that Bühler is a first mover regarding
eCommerce offering compared to direct com-
petitors. Also, the payment system and good
product overview were crucial aspects for cli-
ents regarding benchmarking. Finally, the pro-
ject team looked at gaps between the require-
ments and perceptions of clients and the
provided service and benefits of Bühler, result-
ing in three recommendations.

www.fhsg.ch/praxisprojekte

Phase I Phase II Phase III

Internal 

Experts

External 

Experts
Clients rolled out 

on myBühler
Clients not rolled 
out on myBühler

Direct B2B 
competitors

Indirect B2B 
competitors

Best practices in 
eCommerce

6 employees 2 experts 9 customers 11 customers 7 Single Platforms 4 Market Places 10 Benchmarks


