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SIMPLIFYING SUPPORT FOR COMPLEX PLANTS

Company: AZO
Learn more about how a customer and service portal featuring : .
Industry: Plant and process engineering
digital twins enables convenient self-service for complex industrial plants
Products: Machines for raw material handling

in manufacturing

Digital customer service and higher customer satisfaction. These were the goals of Employees: approximately 180
plant and process engineering engineering specialist AZO. No more individual, Headquarter: Osterburken, Germany
manual transmission of technical documents, no more waiting times for customers.
This is how myAZOplus came into being, the SAP-based customer portal with Project: Implementation of myAZOpIqs, :
a customer and service portal including
3D representation of individual plant configurations. Among other things, it allows an online shop for products and spare

parts. Features innovative functions for
spare parts identification and storage
of related documents. Fully integrated
with SAP ERP

technicians to identify and order spare parts immediately.

Project duration: 256 project days
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Initial Situation

AZO understands how a wide variety of demanding raw
materials flow, trickle, mix and need to be stored. This is the
traditional company’s core expertise, with more than 70 years
of experience. The AZO Group learned the art of raw material
handling during its beginnings supplying bakery equipment.
The company has its greatest competitive advantage when
standard assemblies are not sufficient, as special raw materials
require special logistics and know-how. For years, the company
has been developing beyond plant engineering to raw material
automation for international customers in the cosmetics,

pharmaceutical, food, plastics or 3D printing industries.

This specialist knowledge is the reason why no two plants are
the same, but customers receive their own solution from
different combinations of almost 100 components. This degree
of complexity presents a challenge for the documentation

and maintenance processes of the plants, as well as for the

support provided by AZO employees.

Customized training and education of the thousands of
possible combinations had previously only been possible with

a great deal of effort for each customer. AZO has already
implemented several digital projects: for example, the sales
department now uses a visual online configuration tool for the
plants. The assembly of plants is supported on-site by a VR app,
which helps to identify individual components. However,

a customer-centric digital service was missing. This is how the
idea of creating myAZOplus, a digital customer portal, came

about which offers automated individual services to customers.

Therefore, the proposed customer portal was required to have
the ability to map individual plants from individual assemblies
in terms of content and visually, so that customers would be
able to find their plant as a digital twin. The first step and
cornerstone of the project was to fully map the spare parts
catalogue in the cloud with SAP C4/HANA, as it had previously

been managed on-premise with Catalog Creator.
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THOMAS STEINBACH, CIO AZO GMBH & CO. KG




The Project

An all-in-one solution was developed with this customer and
service portal, which covers the entire ordering process for
spare and wear parts as well as support. The solution is based
on SAP Commerce Cloud and represents plants virtually,
individual components mostly even as 3D models. The
customer portal and the digital twins of the plants are linked to
the parts lists in SAP Commerce Cloud. As a basis for the
project, the wear and spare parts catalogue from the pre-
existing ERP had to be completely mapped in the Commerce
Cloud. B4B Solutions built this self-service portal and integrated
the existing database. This stack is ideally equipped to meet
the requirements of a digital plant representation. Additional
solutions developed by B4B Solutions such as Media Manage-
ment, Media Download Portal and Equipment Viewer complete
the system with comprehensive content and asset management
features. This enables quick and easy access to components

and their documentation.



Customers can thus easily find components and spare parts — including

technical documentation — on the basis of a 3D model of their own plant.

For this purpose, the entire technical plant documentation including plant

descriptions and diagrams, booklets, certificates as well as a shopping

cart for spare parts procurement was integrated into the customer

and service portal. Among other things, AZO took care of creating and
cataloguing all 3D data for the machines and components. In this regard,

it was a great advantage that AZO had already made considerable

progress in terms of digitalisation: 3D data of the components already

existed and could be used for the project.

“IT WAS ENORMOUSLY HELPFUL THAT AZO

HAD ALREADY MADE CONSIDERABLE
PROGRESS IN TERMS OF DIGITALISATION,

FOR EXAMPLE REGARDING THEIR MASTA DATA.”

Achim Beckmann, Managing Director B4B Solutions
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Results

With myAZOplus, customers can use a single platform for all
product-related tasks. Customers’ service technicians can now
use 3D models to find spare parts more conveniently than
before and order them immediately. They also have direct,
easy access to technical documentation for all components.
This reduces the workload of AZO's support team, as manually
created orders are no longer necessary. Customers also save

a lot of time ordering spare parts or finding documentation.

MYAZOPLUS HAS DIGITALISED
CUSTOMER CONTACT AS PLANNED,
IMPLEMENTED GENUINE SELF-SERVICE
FUNCTIONS AND STRENGTHENED
CUSTOMER LOYALTY.

Thanks to the representation of all components as digital
twins in 3D format, customers can virtually view the plant as
individual parts and select individual components. In the
future, customers will also be able to find operating data

and data visualisation in the myAZOplus portal. This smart
data approach is intended to help optimise and monitor
production. In practice, this significantly reduces the workload
for AZO employees in aftersales. Customers benefit from
self-service support by being able to visually find all important

documents and spare parts for their plant in the portal.



MORE SPECIFIC

01

ORDERING PROCESS

Reduced administrative effort for ordering

spare parts

Integration in SAP ERP means that existing
objects such as equipment structures, accounts

and document data sets can be used.

02

SELF-SERVICE

All in one place

Access entire technical equipment documentation
with equipment descriptions -and diagrams,
booklets and certificates. A shopping cart for
spare parts procurement is also integrated into

the customer and service portal.

03

CONTENT MANAGEMENT

Easy PDF export from a long spare parts list

with a very extensive equipment structure

Integration of numerous types of CAD and

product data for platform and shop.



USEFUL HINTS

01 MAJOR CHALLENGES

— Extensive equipment structure and long spare parts lists
— Digitalisation of some of the older plant components

— Linking diagrams and documents

02 MOST IMPORTANT LESSONS

— SAP was crucial as a central “data hub”
— AZO would have preferred to have started their own further development sooner.

— In the future, tracking and tracing data should also be integrated into the portal.

03 KEY FACTORS FOR SUCCESS

— SAP and B4B were competent partners who provided AZO with both platforms
and expertise in development.

— Internal processes were adapted to the new ordering system in order to
transfer existing data to myAZOplus.

— Agile project management with sprints and dynamic change process.
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Liebenauer HauptstraBRe 2-6, A/I Rosenberger Str. 28
A-8041 Graz 74706 Osterburken
Johannes Preil3 Thomas Steinbach

Senior Sales Director ClO

T +43 316 424100-101

customer.experience@b4b-solutions.com



mailto:customer.experience%40b4b-solutions.com?subject=

