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St. Gallen (17.06.2020). The two long-standing providers of customer 
services in inbound and outbound MS Direct AG and DialogWorld AG 
from Eastern Switzerland will continue their activities together in the 
spirit of the Customer Experience from July 2020. Talks that lasted more 
than half a year have now been successfully concluded. From the 
Customer Services division of MS Direct AG with locations in St. Gallen, 
Dübendorf and Muttenz and the St. Gallen DialogWorld AG, the new 
DialogWorld AG - part of MS Direct Group - will be created. 
It provides innovative and customer-centric services with 344 employees at four existing locations. 

Every year, the right solution is found for more 
than 5 million customer requests. The two St. 
Gallen offices will be merged in the existing 
premises of MS Direct AG on Fürstenlandstrasse, 
which were extensively renovated last year and 
equipped with the latest working infrastructure. 
Since both companies are affiliated to the CLA, 
the working conditions for the employees will 
not change. With the growth course, an exciting 
working environment with diverse customer 
projects for the employees is created. In future, 
DialogWorld AG will operate as an independent 
company, whereby the MS Direct Group remains 
a substantial shareholder.  

New company structure of the MS Direct Group

Because we turn every 
touchpoint into a positive 
customer experience.. 
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«Two successful and innovative providers in customer service combine their 
strengths. This is good for both companies, our customers and our employees» , 
says Milo Stössel, CEO of MS Direct Group. «We will join forces to achieve our 
ambitious vision of the Customer Experience Center, where 'Digital Experts' 
combine the benefits of face-to-face contact with the possibilities of new 
technologies to create outstanding customer experiences.»  

The aim is to expand the joint market position, invest in technologies and exploit synergies in 
order to increase the company's competitiveness. This also includes the joint use of business 
areas such as finance, marketing, IT and HR in a Corporate Service Center under the umbrella 
of the MS Direct Group, which has reached another milestone in the implementation of its 
focus strategy. The family-owned holding company offers services for shaping the customer 
experience along the customer journey in the four business units Customer Services, 
Fulfillment Solutions, Direct Marketing and Data Management & Campaigning, and employs 
a total of more than 1,000 people with annual revenues of CHF 100 million. The units 
consistently focus on their core competencies and their further development and are able to 
operate on the market with agility. 

 «In addition to the existing, high-performance range of customer service 
services, we intend to implement even more offerings in the future that 
improve the customer experience and thus give our clients a long-term 
competitive advantage» , explains Daniel Mally, majority shareholder and Chairman of 
the Board of Directors of DialogWorld AG and future CEO. 

«With a growth strategy focused on innovations and future trends, we will 
jointly seize the opportunities offered by digitization», says Jürg Hüppi, former 
CEO of DialogWorld AG, who would like to apply his many years of experience even more 
strongly in the area of business development and for customer loyalty and development in 
the future.  

«We employees are looking forward to many new faces and exciting customer 
projects that will enrich our everyday lives. In my role as 'Digitalisation 
Manager' I am especially looking forward to the new opportunities that an 
independent company brings with it», says Tim Steininger, who is part of the current 
Customer Services of MS Direct AG.  

With Daniel Mally and Jürg Hüppi, the new DialogWorld AG will retain two proven industry 
experts. Daniel Mally (57 years old) studied mechanical engineering at the University of 
Applied Sciences in Winterthur, which he later followed up with an Executive MBA from the 
University of St. Gallen, and held various management positions at Sulzer, including 
Managing Director of Sulzer Chemtech in Holland. He later headed the sales department for 
key accounts at Swisscom until 2006 when he entered the contact center industry as a 
partner and CEO of today's Webhelp Schweiz AG. In April 2019 he acquired the majority of 
shares in DialogWorld AG. Jürg Hüppi (52 years old) gained several years of experience in 
management positions in marketing and sales in the capital goods, services and retail 
sectors. He rounded off his basic technical training with a degree in marketing management. 
Over the last 13 years, he has managed DialogWorld AG and in particular expanded its  
loyalty and retention services. 

«The merger provides the new DialogWorld AG with the best conditions for 
growth and even more momentum on the way to becoming the Customer 
Experience Champion» , confirm the two entrepreneurs Milo Stössel and Daniel Mally. 
The companies are pooling their experience and thus consolidating their market position, 
particularly in the automotive, finance&insurance and mail order / e-commerce sectors. 
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Daniela Dempfle, Head of Customer Service at Coop and long-standing customer of  
MS Directs Customer Services, is looking forward to the future «As a customer, we are 
delighted about the merger. With the stronger focus and the experienced 
management, we can together create outstanding customer experiences.»   

The closing of ranks is also good news for Switzerland as a business location. «We are 
strengthening our locations, with which we have short distances to our 
customers. At the same time, the resulting synergies increase our efficiency 
and enable us to provide first-class services in Switzerland at competitive 
prices, tailored to the needs of our customers.» , are Milo Stössel and Daniel Mally 
convinced. 

 

 

Portrait MS Direct Group AG 

The MS Direct Group was founded as a family business in 1978. Milo Stössel is the owner and 
Chairman of the Board of Directors. The group offers various services and software solutions 
in the field of dialogue marketing and e-commerce. After the merger with DialogWorld AG, 
the group has a strong management team with industry experts for the individual business 
areas. In addition to Daniel Mally, the new Managing Director of DialogWorld AG, the 
management team consists of the experienced manager from the textile industry,  
Vincenzo Montinaro, who is responsible for the Fulfillment Solutions division, Thorsten Still, 
the long-standing specialist for direct marketing, and Tobie Witzig and Myrio Kluser, the  
two Managing Partners of Qmart AG, who also have many years of experience in  
dialogue marketing. 

 

 

Portrait DialogWorld AG 

Since its foundation in 1999 as CallWorld Telemarketing AG, the company has distinguished 
itself as one of the technologically leading call centers in Switzerland and through its great 
adaptability to market changes. It was one of the first call centers on the Swiss market to 
obtain a central seal of approval and was quick to implement emerging technologies. After a 
merger with DialogWorld AG under the umbrella of Trendcommerce Dialog AG, the company 
became increasingly independent in 2019 when it was sold to the entrepreneur Daniel Mally. 
DialogWorld AG now becomes part of the MS Direct Group. 

 
* Translated with www.DeepL.com/Translator (free version) 


