
Business Process Management in an
International Sales and Marketing Organization
Case Study BASF Fine Chemicals Europe

Stefan Borgas/Joachim Muhlmeyer/Dirk Zupancic

 
 

  
© 2008 AGI-Information Management Consultants   

May be used for personal purporses only or by  
libraries associated to dandelon.com network. 



VII

Table of Contents

Executive Summary Ill

Authors V

Acknowledgments VI

List of Figures and Tables IX

Abbreviations X

Part A: Theoretical Background 1

1 International Marketing and Sales as an Organizational Challenge 1

2 Theoretical Contribution for Designing International Sales and Marketing

Organizations 2

2.1 Contributions from Practical Oriented Theory 2

2.2 Contributions from New Institutional Economics 4

3 Framework for an International Sales and Marketing Organization 6

3.1 Marketing Strategy 7

3.2 Organizational Structure 10

3.3 Organizational Culture 11

3.4 Sales and Marketing Processes 14

3.5 People 14

3.6 Technology 16

4 Business Process Management in Sales and Marketing 17

4.1 Process Orientation in Sales and Marketing 17

4.2 Change Management in International Organizations 20

Part B: Case Study BASF Fine Chemicals Europe 22

1 Introduction 22

2 Customer Expectations, Products and Services 23



V I I I

3 Operational Cornerstones to Increase Customer Orientation and Profitability 24

3.1 Operational Cornerstone 1: Developing Regional Marketing Strategies and

Customer Concepts 25

3.2 Operational Cornerstone 2: Establishing Sales and Supply Centers 26

3.3 Operational Cornerstone 3: Optimizing Information Management 29

3.4 Operational Cornerstone 4: Introducing E-Commerce Solutions 29

3.5 Operational Cornerstone 5: Establishing a Professional Distributor-Management 30

3.6 Operational Cornerstone 6: Developing Value Cards 31

4 Business Process Management 32

5 Developing a Process Scorecard for Fine Chemicals Europe 32

6 Sustainable Optimization of Business Processes 37

7 Process Ownership 39

8 Value and Investment of Process Management for Fine Chemicals Europe 41

8.1 Value 41

8.2 Investments 41

9 Implementation Schedule 42

10 Outlook 43

References XI


