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The author presents a thesis which has  in my opinion very high quality and has clear implications for the marketing practice. 

On the example of Hilti after-market service he demonstrates the relationship between profitability and customer satisfaction. 

Performed analysis and subsequent recommendations are very convincing. The author has worked with sufficient amount of 

sources. He made interviews with 19 managers of Hilti and 60 Hilti customers.

Questions for the defense:

1) What are the other specific steps that could be applied to increase the profitability of AMS within the company Hilti?

2) How important will be the AMS system for Hilti in the future?

 E V A L U A T I O N  O F  T H E  M A S T E R S´ T H E S I S

To draw concrete steps that would lead to an increase of both profitability and customer satisfaction of the Hilti after-market 

service. 
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