
With the iXworld platform, the INDEX Group is taking full 
advantage of the opportunities of customer process digi-
talisation. Their stated goal is to offer customers a user-
optimised customer experience and clear economic advan-
tages. The iXworld interface unites four elements: iXplore, 
iXshop, iXservices and iX4.0. These components offer every-
thing customers need in order to quickly get their bearings, 
select the right product or replacement part and experience 

comprehensive service – from self-service to remote ser-
vice and on to IoT functions. The platform is built around the 
latest SAP technologies, which are seamlessly connected 
with each other. Sybit, an SAP Gold Partner, accompanied 
the project from initial consulting to introduction of the SAP 
Sales Cloud and SAP Service Cloud as well as the SAP Com-
merce Cloud and SAP AIN all the way through to the system 
integration and UX design.
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Starting position
While the digitalisation of its own machine tools was 
already in full swing, the system landscape comprising 
INDEX Group’s marketing, sales, service and e-commerce 
was still heterogeneous, not completely integrated and 
partially no longer in line with state-of-the-art technolo-
gies. It did, however, have important information to offer, 
containing roughly 1.5 million relevant data sets. Therefore, 
the first step was to migrate these into the SAP Sales Cloud.

The old CRM solution had reached its technical limits. 
The system did not allow for mobile use and was unable 
to display documents, support efficient sales processes 
or be used internationally. The service area also required 
significant manual effort. The customer service of INDEX 
Group receives a ticket every three minutes on average, and 

employees had to manually enter these into the SAP ERP 
up to now. The lack of an interface between the ERP and 
the old CRM system resulted in the technical field service 
not having access to all relevant information when con-
ducting on-site customer visits. While the INDEX Infoshop 
had proved effective, it was also not sufficiently integrated 
into the system landscape and technologically obsolete. 
INDEX was thus unable to keep up with the requirements 
of a modern e-commerce system. 

In order to maintain its market position for the future, the 
manufacturer of CNC turning machines decided on a com-
prehensive and consistent digitalisation strategy based on 
the SAP C/4HANA solution suite combined with SAP AIN 
and SAP AE from the SAP Leonardo portfolio.

Requirements
The biggest technical challenge was to integrate all sys-
tems so that they would interlock in the best way possi-
ble. In doing so, it was crucial to ensure that employees be 
able to work efficiently with transparent information provi-
sion. The customers should need only a single platform to 
receive all information and services that they need to learn 
about the products, make purchases and perform mainte-
nance and upkeep on their machines. 

To ensure their ability to work transparently and efficiently 
in the future, all customer processes were to be precisely 

analysed and digitally mapped in a transparent manner. In 
addition to internal sales requirements, such as lead and 
opportunity management, and service-oriented functions, 
such as service ticket management, a main objective was 
the integration of all information on the platform. The 
planned SAP-ERP connection was designed to enable com-
prehensive search functions, access to replacement parts 
and parts lists, including availability and price information, 
as well as digital machine management.
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Short facts
Company: INDEX Group 
Headquarters: Esslingen  
Industry: Mechanical engineering 
Employees: 2,200 
Revenue: €470 million in 2017 
Solutions used: SAP C/4 HANA with 700 users 
(SAP Sales Cloud, SAP, SAP AIN, SAP AE, SAP ERP)



Result 
Over the course of the twelve-month project, 
iXworld took shape as a cloud platform with all func-
tions relating to the machines of INDEX customers. 
It thus establishes an interface between the different cus-
tomer processes and the digital INDEX world, enabling all 
employees to work efficiently thanks to transparent infor-
mation provision. The platform consists of four components 
that interlock seamlessly on the basis of SAP C/4HANA and 
thanks to ideal integration:

  iXplore holds all important information on companies, 
products and services and enables machine and offer 
configuration

 iXshop is the online shop for accessories and replace-
ment parts as well as machine-related services 

 iXservices enables the administration of all customer 
machines, including third-party products for fault and 
maintenance management, maintenance planning and 
remote access via data glasses and teleservice

 iX4.0 is the IoT platform for integrated machine diag-
nostics and process monitoring and reports information 
directly on mobile devices

Data handling for the global cloud platform was also con-
figured in accordance with data protection directives. The 
collected data is stored in the INDEX area of the SAP Cloud 
and only transmitted after being released locally when it is 
needed for customer apps.

Outlook 
Now that all INDEX processes have been consolidated on 
the iXworld platform, the next step is to enable access for 
more user groups. The plan: a procurement platform for 
machinists. Before long, machinists will be able to order 
and manage all the products they require, such as tools, 
accessories, replacement parts or operating equipment, 
across manufacturers – so including non-INDEX products. 
Transparency and efficiency will be guaranteed with end-
to-end order handling and processing.
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With iXworld, we are building a platform that helps our customers signifi-
cantly improve the productivity of our machines, thereby securing long-
term business advantages. Sybit provided us with crucial support from the 
strategic planning through implementation and integration and on to UX 
design, helping make the project a success. We look forward to our con-
tinuing cooperation.

Werner Bothe, Head of Digitalisation at INDEX Group.
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Do you have further questions? We look forward to your contact enquiry.

We would be happy to support you from the first 
steps before launching a project all the way through 
implementation, integration, training and maintenance. 
Get in touch with us – for a successful project.

Jennifer Bertsche
Inside Sales Executive
+49 (0)7732 9508-2000
sales@sybit.de

Sybit GmbH
St.-Johannis-Str. 1-5
D-78315 Radolfzell
www.sybit.de

Sybit
CX - reaching, winning and impressing customers! Ideas and 
innovations are what drive us. This is why we are among the 
best digital agencies in Germany and have been a member 
of the itelligence group since the summer of 2018. Our con-
viction: unmistakable customer experiences are the decisive 
competitive advantage on today’s market. This is precisely 
why we concentrate on our greatest passion and strength: 
customer experience management.

INDEX Group
With its brands INDEX and TRAUB, INDEX Group is among 
the largest and most successful manufacturers of turning 
machines. The Esslingen-based company was founded in 
1914 and is now active globally with over 2,000 employees. 
Their quality, reliability and technical edge are reflected in 
their highly innovative product portfolio and in the compre-
hensive services on offer to ensure the perfect solution for 
every customer.
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