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"How Can Customer Contact Make the World That
Little Bit Better?

“Engineering for a better world”: The most important target for GEA Group, which it strives to achieve by offering the most modern processing technology. An important aspect for this is
to create smooth collaboration between marketing, sales, and service — worldwide.
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How Can Customer Contact Make the World That Little Bit Better?

Approximately one quarter of all milk and around half of all beer produced worldwide is manufactured by
GEA Group equipment or applications. The company is one of the largest suppliers of process technology
for the food industry and a wide range of other industrial sectors. With time, its line of business has
developed and procedures are becoming more international and more complex. In order to remain agile
and promote further growth, the group restructured its operations presenting the ideal opportunity to
reconsider its CRM processes.

The many individual processes and IT solutions needed to be combined into one single, unified system.
A system that, at the click of a button, would deliver transparent information to each and every authorized
sales, marketing, or service user — worldwide. With SAP® Hybris® solutions, GEA now collates all
customer information into one central source. Sales employees can keep informed on current projects or
customer relations from any site — even when already on the way to them.
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“Speed matters. Customers expect us to
respond promptly to requests. We are now
better able to fulfil this expectation in the
future.”

Tobias Kahmann, Head of Business Area Equipment Marketing, GEA Group AG

One integrated system: GEA marketing staff can generate precise campaigns for target groups in an instant.
Information gained, such as contact details or generated leads, can then be used by sales colleagues. Marketing,
sales, and service teams operate in unity which saves time and improves customer satisfaction.
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GEA Group AG
Dusseldorf, Germany

www.gea.com

Industry
Industrial machinery and
components

Products and Services
Solutions for the food-
processing industry,
Processing technology,
Components and services for
sophisticated production
methods

Employees
17,000 (2016)

Revenue
€ 4.5 Billion (2016)

SAP® Solutions

SAP® Hybris® Sales Cloud
SAP Hybris Marketing Cloud
SAP Jam™

SAP Cloud Platform
Integration

Aligning
with SAP® Hybris® Solutions.

When your business becomes more complex and customers more demanding, it is necessary to assess

your processes and adapt them to suit new requirements. This was the case with GEA Group. As part of a

restructure, the group revised its customer-related processes and, among other things, made them
suitable for the digital age with SAP® Hybris ® solutions.

Before: Challenges and Opportunities

* Replace fragmented CRM landscape with harmonized processes for marketing, sales, and services

» Establish one central, unified, and continuously up-to-date data source for all customer-related information
» Structure marketing and sales activities more effectively and make them more customer-oriented

Why SAP

+ Data security and data protection were important factors for GEA, and guaranteed to be of highest standard
with SAP

+ Standard integration into SAP backend solutions such as SAP ERP

* High user acceptance due to intuitive user interface

+ Mobile friendly — online and offline

After: Value-Driven Results

+ More extensive customer knowledge due to all customer activities being systematically recorded — from first
contact, through a marketing campaign for example, to the conclusion of a contract or after sales service

+ Customer-specific and demand-oriented advice through cross-functional transparency for each customer,
taking all current data protection and data security requirements into account

+ Sales staff have access to customer data from any location, at any time — even during customer meetings

+ More efficient, global collaboration between front and back office, such as between local sales teams and the
central engineering center

“By for the entire group, we are all on the
same page and have access to the same data. This saves us a huge
amount of effort in terms of coordination.”

Marcus Renger, OneGEA CRM Project Lead IT, GEA Group AG

SAP Hybris
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No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of
SAP SE or an SAP affiliate company.

The information contained herein may be changed without prior notice. Some software products marketed by SAP SE and its
distributors contain proprietary software components of other software vendors. National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, without representation
or warranty of any kind, and SAP or its affiliated companies shall not be liable for errors or omissions with respect to the
materials. The only warranties for SAP or SAP affiliate company products and services are those that are set forth in the
express warranty statements accompanying such products and services, if any. Nothing herein should be construed as
constituting an additional warranty.

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document
or any related presentation, or to develop or release any functionality mentioned therein. This document, or any related
presentation, and SAP SE’s or its affiliated companies’ strategy and possible future developments, products, and/or platforms,
directions, and functionality are all subject to change and may be changed by SAP SE or its affiliated companies at any time

for any reason without notice. The information in this document is not a commitment, promise, or legal obligation to deliver any
material, code, or functionality. All forward-looking statements are subject to various risks and uncertainties that could cause
actual results to differ materially from expectations. Readers are cautioned not to place undue reliance on these forward-looking
statements, and they should not be relied upon in making purchasing decisions.

SAP and other SAP products and services mentioned herein as well as their respective logos are trademarks or registered
trademarks of SAP SE (or an SAP affiliate company) in Germany and other countries. All other product and service names
mentioned are the trademarks of their respective companies.

See for additional trademark information and notices.
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