
Challenging the standards of omnichannel 
e-commerce

About CWS-boco 
The CWS-boco Group is one of the 
leading international service providers 
of professional textile services and 
washroom hygiene solutions. This 
includes the familiar CWS towel, soap 
and fragrance dispensers as well as 
dust control mats, workwear and 
protective clothing. All the services are 
offered in a flexible rental service.
www.cws-boco-shop.com

Initial Position
With values based on durable products and tailored 
service, the Company aimed to merge these pillars into 
its operational processes. In initially providing a B2B 
web shop with products for sale that complement the 
rental portfolio, a first step was taken on the path of the 
Company’s digital transformation.

Soon, the online business needed to adapt more flex-
ibly to new strategies of B2B commerce and missed 
opportunities to support business expansion. 

Project Priorities
The Intershop Commerce Suite is made to be tailored 
to the individual demands of each customer. Power-
ful synaptic ports offer a fast and effective addition of 
service modules coming from partners or in-house de-
velopment projects. Johannes Duda, Manager Digital 
Sales Projects, reflects, “For CWS-boco, the possibility to 
address each business consumer in her or his personal 
role with a dedicated range of products, services, prizes 
and quoting options, is crucial.” Furthermore, a single 
sign-on to the shop and additional customer touch-
points, a deep-level integration of different proprietary 
and third-party systems and a centralized backend ed-
iting tool for shop users, were a requirement.

By this, the key to success was quickly declared: A fluid 
scalability should be the crux of the matter, and to not 
being tied by a rigid construction which is not able to 
transform along with the Company.

Intershop’s long-term implementation partner, diva-e 
managed to meet all of the requirements. Intershops 
Commerce Suite was then configured to manage the 
various subsidiaries. Additionally, individually tailored 
key-account stores were implemented to pick up the 
designated customers’ needs and demands, offering 
tailored content, which can be easily managed in the 
back-end. Volker John, Director Sales at diva-e, explains 
the specificity of having such a complex commerce 
network: “These stores use additional product informa-
tion, recommendations or special services to deliver 
more value to the individual customers and meet their 
demand for a greater autonomy. This is the base for a 
strong customer loyalty and for a long-time commer-
cial relationship.” A direct integration of relevant sys-
tems, custom branding and a made-to-measure prod-
uct, prize and services palette create the opportunity 
to put the individual customer first in a landscape of 
diverse needs, without showing its complexity in front 
of the users’ screen.

To be able to strive forward in the digital transforma-
tion process, the implementation of ERP and CRM sys-
tems was mandatory. Via those interfaces, CWS-boco is 
now able to automate the billing processes by offering 
an e-billing service. The high level of automation guar-
antees transparency, minimizes errors and a offers fast 
and flexible scaling possibility.
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Of course, the long-term customers should not be 
those who suffer from a change of the systems. Each 
of the implemented stores of the CWS-boco customer 
portal must – at all times - be able to handle high order 
volumes and complex shipping, VAT and quoting pro-
cesses. Therefore, a high amount of customized func-
tionality in conjunction with a reliable, documented 
code and all relevant old data from the replaced sys-
tem needed to be created by the technical consultants 
of diva-e. “It was a demanding task, but our consultants 
are in a very productive collaboration with the strate-
gists at CWS-boco, so we stayed in an agile and effi-
cient relationship to fulfill all tasks in a strict time frame.”

IoT Connectors
CWS-boco doesn’t stop at providing a tailored B2B por-
tal. The Company has successfully transformed into a 
digital Company by implementing IoT elements into 
its service offering. By leveraging data triggered by dis-
pensers of soap or towels, the stock keeping and pro-
curement processes can be optimized. 

A transformation process never stops
To have a flexible customer portal with interfaces to 
a multitude of services is merely a tool for the digita-
lization process of CWS-boco and its customers. Jo-
hannes Duda on the upcoming challenges: “A contin-
uous process of innovation and improvement needs 
to be fueled by constant development. The teams of 
diva-e and CWS-boco now work on enhancing the 
conversion rate.” Configurators for logos or to find the 
appropriate safety footwear are just two of many ideas. 
Modern forms of marketing, such as SEO, SEA and 
e-mail marketing still have room to evolve, and even 
more service portals need to be connected. In the big 
picture, during the last weeks, a global digital strategy 
has been conceived, and the e-commerce sector is just 
one of many fragments to lead this project to success. 

ABOUT INTERSHOP

Intershop is the leading independent provider 
of innovative and comprehensive omni-channel  
commerce solutions.

How do you achieve ambitious goals in times of  
change? All you need is a partner who can help make 
complexity simple.

Unlock your potential with the exciting possibilities of 
Intershop’s unrivaled technology and extensive market 
knowledge.

For more information on our solutions and services,  
visit www.intershop.com.
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