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Jebsen & Jessen: Improving Customer
Transparency and Sales Performance
with SAP® CRM
Maximizing the value of customer relationships is the key to maximizing profits and
improving competitiveness in today’s marketplace. To do this, Southeast Asia’s
long-established family-owned global conglomerate Jebsen & Jessen (SEA) Pte
Ltd. is using the SAP® Customer Relationship Management (SAP CRM) application
to leverage its customer intelligence across its eight discrete businesses.

SAP Business Transformation Study | Wholesale Distribution | Jebsen & Jessen (SEA)

Executive overview
Company or Organization
Jebsen & Jessen (SEA) Pte
Ltd.
Headquarters
Singapore
Industry
Wholesale distribution –
engineering and
manufacturing
Products and Services
Chemicals, material handling
equipment, cable technology,
communications, packaging,
life sciences, marketing and
technology
Employees
3,500
Revenue
S$1 billion (US$766 million)
Web Site
www.jjsea.com

Business Transformation

Top Benefits Achieved

The company’s top objectives:
•• Eliminate manual sales processes
•• Make real-time information available across all businesses
•• Enable company-wide adoption of customer relationship management
(CRM) with a single, integrated solution
The resolution:
•• Implemented SAP® Customer Relationship Management application
businesswide
•• Consulted sales executives for core information and data requirements
•• Created a single source of data with 24x7 availability to support sales
campaign management

50%

Increase in sales
value from realized
opportunities

20%

More prospects for
potential sales leads

The key benefits:
•• One source of customer intelligence, helping to ensure consistency of
customer interactions across all touch points
•• Delivery of accurate forecasting and sales force effectiveness
•• Ability to leverage cross-selling opportunities

5%

Read more

See more metrics

“The powerful transparency of SAP CRM allows us to analyze harmonized
customer data from seven business units across Southeast Asia.”
Heinrich Jessen, Chairman, Jebsen & Jessen (SEA) Pte Ltd.
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Increase in sales
revenue from realized
opportunities
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The need for an integrated source of
customer intelligence
Since 1963, Jebsen & Jessen (SEA) Pte Ltd. (JJSEA)
has worked in partnerships with global market
leaders, capitalizing on opportunities in Southeast
Asia. JJSEA businesses span manufacturing,
engineering, and distribution activities. Its core
business units include: cable technology, chemicals,
communications, life sciences, marketing, material
handling, packaging and technology. The company
operates across the region through a network of
50+ subsidiaries and associate companies. JJSEA is
part of a global family enterprise that dates back to
a trading partnership formed in Hong Kong in 1895.

the company could not focus on its customers
and could not leverage up- and cross-selling
opportunities from one business to the next. For
example: while its material handling business had
many of the same customers as its cable technology
company, this information was not available to the
sales force.
Like many complex enterprises, JJSEA lacked an
integrated customer data infrastructure. It needed
to enhance customer insights across the enterprise
and foster closer collaboration between sales and
customer service. Managers understood the need
to implement an integrated solution that all sales
managers and executives could embrace – one that
would work at all JJSEA sites across Southeast Asia.

With eight separate businesses, JJSEA had been
managing eight separate customer databases that
were not able to provide customer intelligence
across the enterprise. Without this information,

“We needed to consolidate our disparate data into one source of
customer intelligence across the enterprise.”
Xaver N. Rustemeyer, Manager – Customer Relationship Management, Jebsen & Jessen (SEA) Pte Ltd.
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SAP® CRM sheds light on sales pipeline
opportunities
The executive management team understood that
the ability to analyze information is fundamental
to the company’s operational and competitive
advantage. Committed to the SAP® Customer
Relationship Management (SAP CRM) application
for its centralized source of customer information,
the company needed the benefits of an integrated
solution with its existing SAP ERP application.
JJSEA managers also appreciated SAP CRM for its
best practices–based functionality to support the
different lines of businesses.

entry protocols to ensure consistency of data
company-wide.
The executive team also understood that a critical
element to the success of the enterprise-wide
CRM platform is its user adoption. Hence, the
implementation team provided comprehensive
training to ensure that the users — the sales team,
customer service department, and managers —
equally understood how to use the application.
Towards this end, sales executives personally
entered their sales contacts into the database,
tracking their sales, filed opportunities, customer
quotations, and generated reports. JJSEA’s CEO and
top executives led by example, fostering enthusiasm
for the project by using the new software
themselves.

The internal implementation team consulted
executives from key divisions across each of the
businesses to determine their core requirements.
They ascertained pertinent customer interaction
issues and main areas of work efficiency
enhancements. The team also established data-

“Integrating our CRM solution with our existing SAP ERP deployment and
engendering user adoption was a critical success factor.”
Xaver N. Rustemeyer, Manager – Customer Relationship Management, Jebsen & Jessen (SEA) Pte Ltd.
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Accurate forecasts and prioritized
sales activities
Today, JJSEA staff enjoy comprehensive CRM
functionality across six of the company’s
businesses. The single source of information has
transformed the company’s sales operation and
has given the sales force visibility into prospective
customers; this has enabled more effective sales
campaigns.

completion times. Sales executives are able to
access real-time sales information.
Sales value from realized opportunities has more
than doubled, while actual sales revenue has
increased by more than 5%. The improved visibility
means that senior managers have a greater
understanding into sales operations and are able to
create more accurate forecasts. The single source of
customer data has introduced cross-selling and upselling opportunities, which has also increased the
effectiveness of the sales force.

The number of redundant systems has been halved.
Manual, routine tasks have been automated,
which means no more double handling and faster
Key benefits

50%

5%

50%

20%

Increase in sales value from
realized opportunities

Reduction in manual
processes

Increase in sales revenue from
realized opportunities

More prospects for potential
sales leads
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Future plans

Going mobile
for maximal
effectiveness
With six business units across the enterprise already
benefiting from the SAP CRM implementation,
the rollout will continue to the remaining two
businesses. Once the entire sales staff across the
enterprise can effectively use the software, they will
be introduced to the SAP CRM Sales mobile app.
This additional functionality will allow the sales force
to work at peak efficiency and provide fast, reliable
access to SAP CRM data anytime, anywhere – all
from the mobile device of their choice.
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