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One of the world’s top providers of ceramic sanitary ware, bathroom fittings, 
and showering area solutions for homes and commercial venues, the building 
products division of Eczacıbaşı Holding A.Ş. is a market leader in Turkey. 
Needing agility to meet customer expectations and gain competitive advantage 
amid changing industry dynamics, the business committed to being a real-time 
data-driven enterprise. To realize this holistic business transformation, 
Eczacıbaşı implemented SAP S/4HANA® integrated with powerful SAP® Customer 
Experience solutions. 

Eczacıbaşı: Realizing Its Vision for a 
Connected and Agile Enterprise in 
the Cloud 

Picture Credit | Eczacıbaşı Holding A.Ş., Istanbul, Turkey. Used with permission.



Before: Challenges and Opportunities
• Improve operational efficiency, standardizing business processes and helping the organization become 

agile and better able to meet customer demands 
• Become leaner and faster amid increased competition, minimizing manual processes and using 

advanced and connected digital technologies
• Enable data-driven decision-making, giving leaders access to real-time insights 

Why SAP 
• One integrated and intelligent infrastructure for ERP connected with SAP® Customer Experience 

solutions and the SAP Field Service Management solution, creating a real-time data-driven enterprise 
• Data consolidation using the SAP BW/4HANA® solution, enabling a single unified view
• Ease of financial reporting and compliance, with the advanced reporting capabilities of SAP S/4HANA®

• Integrated warehouse operations, using the SAP Extended Warehouse Management (SAP EWM) 
application 

After: Value-Driven Results
• Automated and standardized finance operations on SAP S/4HANA, increasing team efficiency and 

accelerating the processes involved in financial closing and disclosure to regulators
• Aligned IT and business strategy, supporting more agility, flexibility, and resilience
• Realized key aspects of its intelligent enterprise vision, gaining real-time insights from data drawn 

across the organization to enable data-driven decision-making

Connecting Processes and Data with 
SAP S/4HANA® and Other SAP® Solutions

“Digitalizing our building products business using 
SAP S/4HANA gives us a single source of data truth. 
By coupling it with SAP BW/4HANA, we have access to 
timely business insights that inform decisions across 
the business.” 
Alp Güldür, IT Director and Digital Leader, Eczacıbaşı Building Products

Eczacıbaşı Holding A.Ş.
Istanbul, Turkey
www.eczacibasi.com

Industry
Mill products –
building products

Employees
>5,000

Revenue 
(Group)
TL 11.1 billion 
(€1.1 billion) 

Products and Services
Manufacturer of bathroom 
fittings and tiles 

Featured Solutions
SAP S/4HANA, SAP BW/4HANA, 
SAP Customer Experience, 
SAP Field Service Management, 
and SAP EWM

One
Source of data truth 
fueling more-informed 
decision-making

Streamlined
Financial close-to-disclose 
processes, eliminating manual 
workloads
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Using Advanced Technology and Best Practices to 
Gain Speed and Agility

Established among Europe’s leading bathroom 
fittings and tile manufacturers, Eczacıbaşı Holding 
A.Ş. is a prominent Turkish conglomerate of 39 
companies engaged in building products, consumer 
products, healthcare, and natural resources. As one 
of the world’s top providers of ceramic sanitary 
ware, bathroom fittings, and showering area 
solutions for homes and commercial venues, its 
VitrA and Burgbad brands are known throughout 
the world. 

Pioneering modern lifestyles that are healthy, high 
quality, and sustainable, each of the companies in 
the group works to surpass established standards 
and raise consumer benchmarks of product and 
service quality. Through sponsorship and responsible 
corporate practices, Eczacıbaşı also promotes 
social and economic development that nurtures 
cultural and scientific activity, protects the environ-
ment, and preserves scarce natural resources.

Facing ever-stronger competition and challenging 
market dynamics, Eczacıbaşı needed to increase 
agility to thrive despite the pace of change and 
uncertainty. With manual processes slowing the 
business, the organization committed to a holistic 
cultural and digital transformation. Eczacıbaşı’s 
vision for advanced and connected technology 
through all layers of the enterprise would enable 
access to real-time data insights so it could make 
informed decisions, actions, and plans, helping it 
build a competitive advantage.  

Intent on speeding business processes for more 
agility in meeting customers’ demands, Eczacıbaşı 
sought to implement an intelligent infrastructure for 
ERP and connect digital processes and data across 
its business landscape.
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Creating a Foundation for Growth with 
Scalable Architecture and Standard Functionality

Investing in its vision for an intelligent enterprise, 
Eczacıbaşı made a clean cut from its legacy 
SAP® ERP application and adopted SAP S/4HANA®. 
Taking a greenfield approach for the implementation, 
the business created a project team, combining both 
business and IT resources and using an agile 
methodology with eight sprints during a monthly
period. 

Assigning responsibility to process and subprocess 
leaders for managing the overall design, Eczacıbaşı 
made power users responsible for training activities, 
testing, and master data preparation. Subject-matter 
experts were drawn on for specific knowledge, and its 
IT team performed as the project’s main enabler in 
the business.

Eliminating custom code
To lay the foundations for its data-driven enterprise, 
Eczacıbaşı kept its adoption of SAP S/4HANA close 
to standard, implementing the new system in line

with SAP best practices and, in doing so, eliminating 
most custom transaction codes by converting them 
to standard.

Using embedded warehouse management 
capabilities in the SAP Extended Warehouse 
Management (SAP EWM) application allows 
Eczacıbaşı to replace manual warehouse 
processes with automated workflows, enabling 
new levels of productivity and efficiency in its 
warehouse operations. 

Another integral part of its business transformation 
included rolling out the SAP Customer Experience 
portfolio. This includes SAP Sales Cloud, 
SAP Service Cloud, SAP Commerce Cloud, 
SAP Customer Data Cloud, and SAP Marketing 
Cloud solutions. The company also used the 
SAP Field Service Management mobile app. 
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“By automating nearly all of 
our manual operations, our 
digital transformation with 
SAP S/4HANA has enabled 
new levels of efficiency, giving 
us competitive advantage.” 
Alp Güldür, IT Director and Digital Leader, 
Eczacıbaşı Building Products

Results Future plans



Using Connected Technologies for 
More On-Time Deliveries

With SAP S/4HANA at the core of Eczacıbaşı’s 
intelligent enterprise, digitalized finance processes 
give the company more visibility and insight 
across the finance value chain. Integrating the 
software with online banking applications allows the 
finance team to get a real-time view of bank 
transactions and balances. And with the capability 
to report financials in specific formats, Eczacıbaşı 
can use the subledger for accounting and reporting 
in line with international financial reporting standards, 
helping ease compliance. Using the SAP Treasury 
and Risk Management application has also allowed 
the company to eliminate manual workloads.

Extending intelligent capabilities to the warehouse 
Having integrated SAP S/4HANA with SAP EWM, 
Eczacıbaşı streamlined logistics processes and 
increased inventory accuracy, with digital handheld 
terminal tools replacing paper-based processes. 
With a more efficient warehouse layout, inventory 
addresses and truckloads are defined in 3D, and 
product picking distances are optimized with stock 
consolidation.

Eczacıbaşı is also using advanced available-to-
promise tools embedded in SAP S/4HANA as part 
of its order fulfillment process. These tools enable 
accurate and reliable order-promise dates by 
assessing the relevant stock in real time, helping 
dealers firm up orders and deliver them within 
customer time frames. And with increased output 
from its warehouses, Eczacıbaşı has the capacity to 
serve more customers and still deliver on time.

Delivering a customer experience that matches 
expectations
As part of its holistic transformation and digitalization, 
Eczacıbaşı rolled out the SAP Customer Experience 
portfolio. With these integrated cloud solutions, 
Eczacıbaşı can meet customer expectations and 
deliver on its brand promise in terms of providing a 
quick and simplified buying experience, having 
orders ready on time or completing a service call at 
the customer’s convenience. 

30%
Increase in warehouse 
output with no added 
headcount since 
implementing SAP EWM
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75%
Reduction in merchandise 
returns due to customer 
complaints, thanks to 
SAP Service Cloud 



Reaching More Customers and Meeting Their 
Expectations with Enhanced Agility

Adopting the SAP Customer Experience portfolio, 
Eczacıbaşı has standardized commerce functions 
and eliminated manual workloads, allowing the 
business to capture and analyze data across more 
customer touch points. With a 360-degree view 
of the customer, the company can orchestrate 
customer interactions within the one space and 
deliver a customer experience on par with their
high expectations – in stores, online, and on mobile. 

Being leaner and faster to serve customers’ needs
The company has launched a business-to-business 
portal, allowing its dealers and salespeople to serve 
their customers better. Ready access to graphical 
product information, technical specifications, 
technical drawing documents, reporting, invoices, 
and prices from a central location mean dealers 
are more informed. Customers can also track 
deliveries of their orders from the same digital 
environment. 

Using the SAP Service Cloud solution allows 
Eczacıbaşı to funnel customer interactions coming 
from its Web sites on SAP Commerce Cloud, its 
call center, and social media channels to a single 
platform. From there, domestic and international 
customer requests, complaints, and suggestions 
are automatically assigned to the relevant 
departments, easing issue escalation processes 
and, ultimately, delivering more timely resolutions 
and better management of the entire sales process. 
Customer-friendly screens also help increase 
customer and employee satisfaction.

Likewise, with after-service activities spread across 
Turkey, Eczacıbaşı is using the SAP Field Service 
Management solution to orchestrate services 
processes more efficiently. For direct field service 
requests as well as those emanating from 
SAP Service Cloud, customers can follow after-
sales processes, schedule appointments, and get 
ETAs on technician status from a single space. 
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“Using the SAP Customer 
Experience portfolio, we’ve 
built a holistic view of the 
customer, increased cross-
sales functionality, automated 
processes, and enabled sales 
and marketing teams to listen 
to customers on social media, 
allowing them to respond 
quickly when necessary.” 
Alp Güldür, IT Director and Digital Leader, 
Eczacıbaşı Building Products


