
Vaisala established a customer sat-
isfaction surveying program in 2009 
to better understand the custom-
ers’ world. According to Customer 
Satisfaction Program Manager Marjut 
Andler, the results were expected to 
help identify concrete priorities for 
improvement efforts. 

“The success of Vaisala depends 
on the success of our customers. 
To be able to help them succeed, 
we need to understand their world, 
to know what kind of issues they 

struggle with and what they consider 
important. To put it in a single 
catchphrase, we need to be doing 
best what matters the most to our 
customers,” she says. 

Goal: Improved Total 
Customer Experience

The customer satisfaction surveying 
program was kicked off in early 2009, 
when a structured and systematic 
customer survey was introduced 

to complement normal, everyday 
dialogue with customers. The survey 
was expected to give Vaisala manage-
ment an objective and global view 
of the customers’ requirements and 
an ability to assess how satisfied the 
customers are with our performance. 

The task at hand was to assess 
the level of customer satisfaction 
globally across all Vaisala businesses, 
and consequently, to find priorities 
for improvement and development 
efforts. Andler talks about Total 
Customer Experience, the sum of 
all encounters a customer has with 
a company over the duration of the 
customer relationship.

“It is not only about product 
quality or sales efficiency,” she 
says. “It’s about the quality of the 
whole ‘journey’ a company and its 
customers take together. Vaisala is 
a big contributor to our customers’ 
success, and our ability to support 
the customers in after sales situa-
tions is of vital importance.”

Method: Vaisala-
wide Customer 
Satisfaction Survey

The first survey, covering all Vaisala’s 
businesses, was carried out anony-
mously during 2009. An external 
partner interviewed 500 customers in 
50 different countries. 
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Delivering Outstanding 
Value to Customers
 – Do Best What Matters the Most
Customer satisfaction surveying program supports Vaisala’s ambition to 

listen to its customers more intensely: What is important to our customers? 

Where do we have room to improve?
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Each person interviewed was asked 
the same set of questions despite dif-
ferences in application areas or the 
nature of their customer relationship. 
The results were analyzed by market 
segments and company management 
in a series of workshops that concen-
trated on finding areas for concrete 
improvement actions. 

Result: Areas for 
Improvement 
Identified…

A Customer Satisfaction Index was 
defined for internal monitoring and 
external benchmarking purposes. 
The index for 2009 came in at 82.5 
percent, which is a very good result 
in comparison with the B2B and 
manufacturing companies used as a 
benchmark. 

Airport customers, non-Western 
meteorological customers, and 
industrial customers were the most 
satisfied with their relationship with 
Vaisala, all giving scores that were 
higher than the Vaisala-wide index. 
The least satisfied were defense, road 
and meteorological customers in 
Western countries.

“Although the results were good, 
they were not good enough for us. 
Our ambition is to deliver outstand-
ing value to our customers and 
develop our offering further based on 
the input we receive”, Marjut Andler 
sums up.

The survey results helped 
pinpoint areas where Vaisala’s 
performance needs to be boosted. 
These are the ability to respond to 
urgent delivery needs, understanding 
customer needs, speed of response 
to technical queries, and product 
reliability and quality. 

“The results gave us a common 
language to discuss customers’ 
needs and offered us insight into 
hidden opportunities. We were 
also reminded of the fact that our 
customers really value reliability and 
performance throughout the prod-
uct’s lifetime. Capability to deliver 
support, maintenance and speedy 

responses to technical questions are 
highly valued.” 

… and Programs Started 
to Address the Issues

Based on the identified performance 
gaps, two improvement action pro-
grams were launched. One focuses 
on internal improvement actions, 
and the other on improving Vaisala’s 
ability to act in cooperation with 
customers. 

“The internal operational excel-
lence program aims to improve 
our quality, efficiency and speed 
of response by, for example, better 
quality assurance, executing Lean ini-
tiatives, focusing special attention on 
quick resolution of customer inquires 
and complaints, and developing the 
end-to-end processes serving our 
customers,” Andler describes. 

The customer focus program 
works to enhance collaboration with 
customers and to improve Vaisala’s 
competencies to offer better support. 

“Enhancing Vaisala’s representa-
tives’ capabilities to support custom-
ers is also part of the program, as 
are virtually all customer-related 
processes, tools and management 
practices. The customer satisfaction 
score has also been included as a 

criterion in the personnel’s yearly 
bonus scheme.”

And Next?

The customer satisfaction measure-
ment program continues in 2010. The 
annual survey will be repeated in the 
autumn with the same questions. 
In addition, monthly surveys – also 
begun last year – will continue to 
measure continuous performance 
in e.g. deliveries, projects, training, 
Factory and Site Acceptance tests, 
Help Desk, and Depot services.

“By the end of 2010 we will know 
whether the improvement actions 
taken have helped us serve our 
customers better,” Marjut Andler 
concludes, adding:

“In the meantime, we will con-
tinue to communicate the results 
both internally and to our customers, 
hoping this will increase awareness, 
transparency and objectivity. We 
also encourage our customers to 
discuss customer satisfaction in their 
everyday contact with Vaisala – that 
is a very good way to speed up the 
improvement actions.” 
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When asked to define what quality means to them, Vaisala’s customers picked consistent per-
formance, functionality and efficiency into their top three.
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