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2. KPI and target 2022

20232022

Stand 10/2021

Min. Sales growth to 2023

EBIT

9%

10%



Global Account Management (GAM)



Decision Making Unit (DMU): Miller Heimann Methode

Individuals who make up the DMU

Initiators
Initiators are the players who recognize that 

there is a need to be satisfied
or a problem to be solved

Users
Users are those who put the service or 

product into operation one the deal has been 
clinched

Influencers
Influencers are those who may have a 

persuasive role in relation to the deciders

Buyer
Buyers are the professional function within an 
organization generally responsible for 
purchasing

Deciders (Decision Maker)
Deciders in a large organization certainly are 
responsible for making the final deal or 
decision

Gatekeepers (Coordinators)
Gatekeepers are individuals who press the 
stop/go button in the process



Global Account Management (GAM): communication is key!
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GAM (Global Account Manager) 
Global coordination of a client, synchronisation
of e.g. prices, business models, reference projects
RAM (Region Account Manager) 
Regional contact person for the customer and Bender 
internally for cultural adaptation and requirements 

Request & requirements
bidirectional information
Responses and dialogue, support via visit, telephone, e-mail:
(human relations & fast response)

KAM (Key Account Manager) 
Representative of the client's interests internally 
and first point of contact for strategic 
and fundamental issues
Sales
Local sales representatives, REP or 
Partner 



Global Account Management (GAM): Example Siemens 
„Healthineers“

Headquater
Production
Purchasing
R&D center
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Worldwide 
Locations

South Americas

Canada USA Austria Germany Portugal China Singapore
Oakville Atlanta Vienna Braunschweig Aveiro BEIJING Singapore
Saint Laurent East Pittsburgh Graz Augsburg Amadora GUANGZHOU
Montreal Elk Grove Village Berlin Shanghai Thailand

Homestead Belgium Erlangen Switzerland TIANJIN Bangkok
Dominican Republic Long Island City Brussels Frankfurt Chur Fuzhou
Santo Domingo Miami Hamburg Renens Wuhan Australia

Munhall Bulgaria Karlsruhe Sargans Bowen Hills
Jacksonville Sofia Köln Hong Kong Macquarie Park
Las Vegas Freiburg United Kingdom Hong Kong Melbourne
Louisville Czech Republic Munich Aberdeen Perth
Alpharetta Ostrava Stuttgart Ashby de la Zouch India
Dallas Praha Kassel Bedford Allahabad New Zealand
Austin Pilsen Dortmund Belfast Pune Auckland
Chicago Brno Hannover Birmingham Bengaluru
Houston Erfurt Coventry Gurgaon Philippines
Sarasota Egypten Leipzig Crawley Gurugram Manila
Sacramento Cairo Essen Croydon Nashik
San Francisco Mannheim Derby
New York Finland Nuernberg Edinburgh Russian
Phoenix Espoo Heilbronn Enfield Moscow
Tualatin Krefeld Glasgow St Petersburg
Seattle France Luhe-Wildenau Goole Sochi
Marion Toulouse Magdeburg London
McClellan Park Chatillon Penig Leeds
New Castle Kassel Leicester
Pittsburgh Spain Regensburg Lincoln
Portland Barcelona Lowton

Espluga de Francoli Hungary Manchester
Tres cantos Budapest Chippenham

Poole
Slovakia Sweden Newport
Bratislava Gothenburg Northampton

Solna Oxford
Saudi Arabia Vasteras Southampton
Riad Sundsvall Swanley

Qatar South Africa Turkey
Doha Randburg Istanbul

SIEMENS Mobility

North Americas EMEA ASIA
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International Consulting Companies



Global Customer Relationship Management (CRM)



Various CRM solutions used in the 
Bender Group 

Global account management not 
technically feasible 

Lack of transparency of global 
customer and order information

Global sales reporting technically not 
possible

Lack of standardization of global sales 
processes

Salesforce Merge 

Unified CRM system for the entire 
Bender Group

Realize Global account management 

Transparency of global customer and 
order information

Simple global sales reporting 

Increased sales efficiency through 
global processes

Current situation Future

EDGE

E like: Efficient Company Structure - Global account management contributes to the 
company strategy. Global collaboration is required to successfully achieve this goal!



Timeline CRM strategy

• Start of Integration with service 
provider 

• Testing 

• Completion of relocation 
• Interface to CRM CH and 

CHE

• Start trainings
• Test phase
• Start integration BIT, BIND,  

Ebee and Eetarp
• Review status of the 

relocation

Q1 2022 Q2 2022
Q3/Q4 
2022

Q1 2023

• Kick off
• Preparation implementation of 

integration with service 
provider

Leon Grasmäher



Global Feedback and Innovation



Bender App – feedback channel

The new Bender feedback channel now also 
accessible via the Bender App



THANK YOU 
to be a Partner


