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VINCORION is a brand of the Jenoptik technology
group. With over 775 employees in Germany, the USA VINCORION
and Asia, the company has been making corporate
history for 60 years. VINCORION specializes in
mechatronic solutions and products as well as
related services. The portfolio includes complete
systems, end products and individual assemblies
which are integrated by customers into their products.
The mechatronics company‘s main areas of expertise
include propulsion and power systems, stabilization
systems and aerospace systems. As a responsible
supplier to the aerospace, security and defense, Headquarters
and rail industries, the well-being of many people Wedel, Germany
depends on VINCORION's products.

At a Glance
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Highlights
Specific projects for continuous process and product Supplier to the aerospace, security,
optimization are an essential part of the corporate defense and rail industries for 60 years
strategy of the entire Jenoptik group. However,
these are aimed at the overall performance of the 800 employees in Germany, the USA and
parent company. VINCORION's customer service Asia

department, however, wanted specific statements
on its own performance. Apart from isolated pieces
of feedback, which were communicated from time
to time in customer contact, the department did
not have any solid information on the quality of the
services provided. This was why the subsidiary‘s

Specialization in propulsion and power
systems, stabilization systems and ae-
rospace systems
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customer service department decided to conduct a
wide-ranging survey of its clients. The intention was to
determine a general mood across the entire customer
base and uncover hidden potential in day-to-day
business.

The mechatronics company first turned to Spectos at
the end of 2017 to set up a customized B2B survey

to assess customer satisfaction with after-sales and
repair services. The survey design was carried out in
close cooperation, with Spectos project management
providing its expertise and experience as a valuable
advisor. The focus of the survey was divided into the
categories ,Customer Support®, ,Repairs“ and ,Spare
Parts Delivery“, as the processes in these areas differ
greatly from each other. In order to adequately address
the international group of participants, the survey was
designed in German and English.

VINCORION completely outsourced the survey to
Spectos. For this purpose, Spectos sent the short

link to the survey via email to a selected group of
customers. Since some of the respondents could

not access the web link due to very high security
standards, PDF surveys were provided as an alternative
for answering. Spectos sent out a reminder email after
each survey period of two and four weeks as a friendly
reminder.

The evaluation of the survey results was also carried
out by Spectos. This ensured the anonymity of the
survey.

The detailed evaluations provided, among other

things, information on the structure of the group of
participants, such as breakdowns by industry, country
of origin and opening rate of the survey. The report

also included a matrix with recommendations for action
in the categories of repair, spare parts delivery and
customer service. This enabled VINCORION to prioritize
future quality measures based on urgency.

The results of the survey were presented to employees
and management. Two years later, in 2020, a follow-up
survey was conducted using the same set of questions.
This served to test the effectiveness of the derived
measures among customers.

SpecTos

FULL-SERVICE SOLUTION FOR
BUSINESS CUSTOMER SURVEY

ACCESS TO THE SURVEY BY EMAIL
VIA WEB LINK OR PDF FILE

BILINGUAL SURVEY (GERMAN,
ENGLISH)

ANONYMITY OF THE SURVEY
PARTICIPANTS

DETAILED PROVISION OF THE
SURVEY RESULTS (E.G., MATRIX
WITH RECOMMENDATIONS FOR
ACTION)
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By completely outsourcing the survey to Spectos,
VINCORION's customer service department was
able to conduct a broad-based satisfaction survey
of its business customers without any additional
effort in day-to-day business. The response of the
addressed participants was extremely positive. This
was also reflected in the quality of the responses.
Most of the feedback received was comprehensive
and constructive, providing specific pointers for
quality-enhancing measures.

The insights gained helped customer service

to, among other things, implement tangible
improvements in customer contact. For example,
obstacles to customer service accessibility were
identified and easily resolved by providing several
email inboxes.

The Customer Service team derived concrete
measures for process optimization from the

results of the first feedback report. Feedback

from the follow-up survey in 2020 proved that the
improvement measures taken were noticeable on
the customer side and that customers perceived the
changes positively. Based on the effects achieved,
VINCORION’s Customer Service has decided to
firmly incorporate the Spectos Survey Service into its
optimization strategy. Satisfaction surveys are now
scheduled to take place every 2 years.

SpecTos

The great advantage in working
with Spectos for us is that we can
fully outsource the satisfaction
survey down to the smallest
detail.

In this context, we are impressed
by the agile way of working, with
which our wishes are always
implemented swiftly and in the
highest quality. The results are
very detailed and self-explanatory.
We feel very well looked after
and are highly satisfied with

the extremely flexible and
professional form of cooperation.

Andreas Reddersen
Director Sales, Customer
Support




