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Company Information

Headquarters

Industry

Web site

Bülach, Switzerland

Wholesale Distribution

https://www.mk-ag.ch/

Together with our customers we make food, pharma and cosmetics safe and available, everywhere in

Switzerland. Since the start in 1920 we have taken pride in providing the best possible processing and

packaging solutions for food, pharmaceutical and cosmetic products. 

Müller + Krempel AG focuses on high delivery readiness, attractive prices and a broad product range. Until 

now, there was still room for improvement in the area of status information on orders. 

Mission: Achieve the needed innovations for successful empowerment of the company's processes

to be ahead in the swiss industry. As a medium-sized enterprise in Switzerland it’s most important to

be competitive in costs of labor. Therefore, it’s a winning goal to get an Intelligent Enterprise, ready for

innovation and still supporting the social responsibility goal of Müller + Krempel to save the jobs of their

disabled employees.
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Challenge

Solution

Outcome

"Thanks to the chatbot we 

could keep jobs for 

disabled persons active 

and at the same time 

increase our customer 

service level. With modest 

development costs we 

could get a highly 

customized, modern and 

effective tracking tool, 

even with additional 

features which were not in 

our main scope. It is 

customer friendly, simple 

in terms of handling 

internally, innovative and 

customized to our specific 

process - the chatbot is 

our jackpot".

Mark Isler, CEO M+K

Müller + Krempel AG 

▪ Develop a chatbot enabled on the basis of modern SAP products SAP Cloud Platform and SAP Intelligent 

Technologies, including SAP Conversational AI, that would be available 24x7 and seamlessly integrated with 

SAP Business ByDesign

▪ Faster information retrieval through the automated process. The employee can focus in direct customer 

service. There is a more sustainable and efficient processing of customer inquiries. 

70%

▪ Digitalize the commissioning lists without change the warehouse process where most of our employees with 

disabilities work. 

▪ High call volumes to ask about the customer’s order and its sender. 

Capacity for office 

employees to 

focus on customer 

experience. 

More than 

2 days

“Delivering innovation with social responsibility”

less costumer 

calls
40 hours 

time save

Since the 

implementation of 

the chatbot.
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Participating Partner Information 

AGILITA wanted to focus on delivering a value-driven and innovative solution that 

accommodates the needs of our customer Müller + Krempel. To seize new business 

opportunities to drive growth with social responsibility. For this, we had to rethink 

our solution, take innovative approaches such as the creation of personas to get the 

feeling of the needs and requirements, brainstorm with the CTO of SAP CH and co-

innovate with them to have the next generation solution with thinking of digital 

transformation. 

AGILITA AG

AGILITA AG came with the solution to develop a chatbot enabled by SAP 

Conversational AI and SAP Business ByDesign to tackle the high volume of calls 

with a customer-centricity strategy and find a way to maintain their employees 

with disabilities. 

Sandra Völler,

CEO AGILITA 

AG
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Business Challenges and Objectives

1. Restriction in the digitalization of processes: 

Description: Since some of the warehouse employees at Müller + Krempel are handicapped, it was decided not to change or digitize the picking 

process. Otherwise, the use of mobile devices in the warehouse would make sense. However, in order to secure these jobs and to assume the 

corresponding social responsibility as a company, a process was defined to ensure this.

Mitigation: In cooperation with AGILITA, this challenge was met with the chosen approach including design thinking. This ensured that various ideas 

were incorporated and the best possible variant was implemented.

2. Tackle the high volume of calls:

Description: The challenge was to estimate whether the chatbot could handle the high call volume after going live.

Mitigation: With the help of Testing and Performance Tests it was checked before Go-live, how the solution behaves. No limitations were found.

3. Improve customer experience

Description: The challenge was to optimize the existing process, which is characterized by personal telephone contact, while maintaining or even 

improving the good customer experience 

Mitigation: Due to this challenge, the Design Thinking method was deliberately used to develop the best possible solution. One of the results of this 

was that the use of the chatbot improves the customer experience by quickly answering customer queries.

The key objectives of the project: 

• Reduction of the customer calls

• Prove of Usage of chatbot: number of conversations and number of users

• Customer satisfaction: counting popular entities

• Time savings from customer service

• Additional capacity for customer work. 
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Project or Use Case Details

1. Mission: "Delivering innovation with social responsibility." Achieve the needed innovations for successful empowerment of the 

company's processes to be ahead in the swiss industry. As a medium-sized enterprise in Switzerland it’s most important to be competitive in 

costs of labor. Therefore, it’s a winning goal to get an Intelligent Enterprise, ready for innovation and still supporting the social responsibility 

goal of Müller + Krempel to save the jobs of their disabled employees.

2.Project scope: Before: When a customer was wondering where the status of his order is, he had to call customer service from Müller 

+ Krempel to find out. This caused to the office employee a lot of time-consuming search in a pile of paper and after entering the searched 

tracking number on the postal website, they were able to answer the customer inquiry with the current shipping status of the delivery. This 

prevented the office employee to perform tasks with more value. Additionally, the response time for the customer was not satisfactory. Therefore, 

Müller + Krempel had the requirement to make the commission lists electronically available, which included the postal tracking number.

Today: The entire process is digitalized; hence, the manual process is no longer necessary. The aim is to simplify shipment tracking and thus 

provide customers with information rapidly. The commission lists are printed and sent to an OCR service via an existing scanner in the office. In 

the Application Runtime a virtual WebDAV directory is provided with Node JS, which is selected as destination in the scanner. Using the OCR 

service, the raw texts are extracted from the scanned commission lists. From this the necessary data (customer number, position references and 

tracking IDs) are determined and structured. The structured data and the scanned commission list are then written to the custom business object 

'Order Tracking' via SOAP.

The customers can query their recorded data via chatbot as a self-service. The Application Runtime, which provides an API to 

ByDesign, is used as a middle layer. The chatbot for querying the desired attributes of the commission lists is developed based on the SAP Cloud 

Platform. The OCR service (machine learning service) will be used and the interfaces to the printer and the ByD are developed on the platform.

Finally: the integration of three different data sources as a service. The data with the scanned commission list, the own data of SAP ByD and 

the Swiss Post data are implemented in the chatbot. This technically is based on SAP Cloud Platform with Conversational AI and Augmented 

Analytics Services.
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Project or Use Case Details

Additional value for the customer: During the project the opportunity of bringing more useful information to the customer appeared. Hence, the chatbot 
information content got enriched with the information about the corresponding order and invoice. This was a quick win for more customer convenience.

The second advantage Müller + Krempel took from this project was the high volume of traffic generated by the chatbot usage in their 

website. Therefore their ranking in Google algorithm increased.

The third advantage is the alternative provider to the post, named Planzer was asking proactive for being connected to the chatbot with their logistic 

platform. Therefore, this innovative project caused already demand and competition in the market.

Design Thinking as a helpul Toolset: A special requirement was to keep the disabled employees in the warehouse and nevertheless to move on with an 
innovative solution. In order to understand the feeling of the office employees in Müller + Krempel, 

AGILITA created personas to unveil the actual interaction with the digitalization process’ of the commission lists.
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Business or Social IT Human Empowerment

Benefits and Outcomes

▪ The project harness SAP's 

intelligent technologies and digital 

platform to become Müller + 

Krempel a best-run business by 

incorporating highly innovative 

technologies such as 

Conversational AI and Augmented 

Analytics. 

▪ The business needs were met to 

differentiating as a medium-sized 

company in the service provider 

packaging sector. 

▪ Müller + Krempel benefited of a 

flexible, agile, innovative solution 

that stood out from its competitors 

and increased its brand value by 

providing the convenience of a 

chatbot with the ease of a digital 

business model.

▪ The costumer have always 

the information about the 

status of the order. 

▪ The costumer can have the 

information 24x7 and 

doesn’t have to wait on 

hold.

▪ The employee in the office 

can focus on customer 

direct work. 

The measurement was 

technically supported by 

analytics in the SAP Cloud 

Platform.  

As a result of the chatbot, in 

between go-live and today, 

Müller + Krempel identified the 

success of 70% less customer 

calls. Since the implementation 

of the chatbot the time savings

are more than 40 hours and a 

total of 873 messages (241 

conversations, 223 users) were 

received. More than 2 days of 

additional capacity was won. 

Customers of Müller + Krempel

called how satisfied they are 

with the chatbot support. 
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Architecture

SAP Conversational AI
.

Chatbot
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SAP technologies used:

Date Number of users

Deployment status

Deployment

If you have used one of the services or support offerings from SAP Digital Business Services during the implementation or 

deployment phase, please select with        one or more of the following offerings: 

SAP MaxAttention™

SAP Value Assurance

SAP ActiveAttention™

SAP Model Company

SAP Advanced Deployment 

Others:

X

SAP Innovation Services SAP Innovative Business Solutions

Aug. – Oct. +200

Live

SAP product

Deployment status 

(live or proof of concept [POC]) Contribution to project

1
SAP Leonardo Machine Learning 

Foundation – OCR Service
LIVE

The commission lists are printed and sent to an OCR 

service. Using the OCR service, the raw texts are 

extracted from the scanned commission lists. 

2
SAP Cloud Platform and SAP Cloud 

Platform Integration Suite
LIVE Integration with third parties’ and SAP Business ByDesign

3
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The following advanced technologies were part of the project.

Advanced Technologies

Technology or use case Yes or No Contribution to project

1 3D printing -

2 Blockchain -

3 Internet of Things (IoT) -

4 Machine learning or AI Yes
Integrated with SAP Conversational AI to create multiple bot 

workflows. 

5 Conversational AI Yes Powered the interface with our end-to-end bot building platform.

6 Robotic process automation -

7 Data anonymization -

8 Augmented analytics Yes Data preparation
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Additional Information

▪ Project plan duration: 14 days. To ensure timely delivery and effective tracking, AGILITA planned and implemented the project in the 

following timeline:

▪ Technical requirements, standards and strategy for data access and security: The technical standards were given by the SAP strategy

of Müller + Krempel and therefore, by the SAP Products SAP BusinessByDesign, SAP Cloud Platform. The definition of the requirements 

was done by the AGILITA development team and the SAP CTO. The strategy for data access and security was given by the cloud products 

of SAP and the standard services for data integration. 

▪ Innovative deployment:

The solution was innovatively deployed since the initial concept with the design-led development approach that takes advantage of proven design 

thinking methodology and put the customer first to best meets the customer’s needs. The SAP solution seamlessly integrated with all SAP 

Cloud Platform and Business ByDesign leveraging the capabilities of their ERP solution in an SME area.
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Additional Information

▪ Cutting edge technologies:

Then, the development of the solution with advanced technologies such as SAP Conversational AI, AI, and SAP Augmented Analytics. 

Especially the ability to learn how to read the shipping label and the associated continuous improvement through machine learning ensured that 

performance was already very good after the initial training phase and is now being further optimized.

▪ Standard software and Best Practices:

The core business process was aligned to integrate the chatbot in SAP ByD. Both products SAP Cloud Platform and SAP ByD provided 

standard functionality for the solution. With the AGILITA Best Practices and extending the SAP ByD Business Objects and the development 

on the SAP Cloud Platform a rapid deployment of the solution was possible. 

▪ If you want to have a closer look of the solution, go to the link below:

https://www.agilita.ch/digitalisierung-optimiert-den-verkaufsprozess-bei-muller-krempel/

▪ And to get a sneak preview see the pictures below: 

https://www.agilita.ch/digitalisierung-optimiert-den-verkaufsprozess-bei-muller-krempel/

