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Servitization, the future
of B2B e-commerce

2,500 1,667 230+

professionals in 7 elephants can be lifted vessels worldwide are
countries worldwide at once by Huisman's equipped with Huisman'’s
— largest crane products

CHALLENGE SOLUTION

Build Huisman's first digital portal that provides services globally A progressive web application that can be used when online

Create an online resource that could be accessed when vessels A unified environment that combines all Huisman services under one platform
at sea are online + Multiple degrees of customization and hierarchies to accommodate complex
Integrate all different services provided by Huisman, under a organizations

single environment - An enabler for a servitization business model: the future of the entire industry
Create a pioneering solution for an industry that has no + An online platform that provides a technical library, a part shop, and a service/

previous precedent customer support channel all in one single solution
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ABOUT HUISMAN

Huisman is a world-leading designer, man-
ufacturer, and service provider of heavy
construction equipment for leading com-
panies in the renewable energy, oil, and
gas, civil, naval, and entertainment markets.
Their products range from cranes, pipelay
equipment, drilling equipment, and winch-
es, to vessel designs and special tailorma-
de equipment.

Until 2019, Huisman did not have any form
of an online platform for its clients. This
situation, although normal in the maritime
industry, gave Huisman an opportunity: to
develop the world's first platform in their
industry that incorporates servitization to
gain an unquestionable competitive advan-
tage. But how? How could you efficiently
digitalize an industry that is so innovative,
so complex, and at the same time due to
practical reasons, so new to online solu-
tions? The answer was myHuisman.

www.huismanequipment.com

Huisman could easily be defined as the
world's leading company for the design, man-
ufacture, and service of heavy construction
equipment aimed at the renewable energy, oil
and gas, and naval industries. Among many
of their notable achievements, Huisman can
boast of having designed and built the larg-
est cranes in the world: the two 10,000mt Tub
Mounted Cranes for Heerema'’s Sleipnir, a
semi-submersible crane vessel.

Huisman is constantly on the lookout for that cut-
ting-edge, competitive advantage that could guar-
antee its position as the undisputed champion of
the sector. It was in this search for a competitive
advantage that Martijn Reissenweber, Director of
Huisman Services, proposed in 2018 to further digi-
talize their processes. A process that no other com-

Intershop

petitor from Huisman has decided to undergo. At
least not at the level of complexity and with the de-
sired outcome of increased quality for their clients
that Huisman is currently aiming at. Martijn knew it
was a challenge. And wanted to find the right part-
ners to undertake this complex process.

One solution, to service them all

Huisman found the perfect alliance to move for-
ward in the combination between Intershop and
our implementation partner Fenego.

With Fenego's support and Intershop’s solid com-
merce platform, Huisman launched itself into the
digital world aiming not only to remain as the refer-
ential brand in their industry but also, to achieve a
far more complex goal: change the way the industry
currently operates. And how so? By offering a far
more efficient way to provide services worldwide.

To do so, Huisman has built an online platform like
none before in their sector: it works as a technical li-
brary, a parts shop, and a service/customer support
channel, in a single, fully integrated, and progressive
web solution. It is the first of its kind for the mari-
time and heavy lifting sector.

The myHuisman platform, built using Intershop, re-
quired the integration of two different Azure cloud
environments and posed a challenge for Fenego,
to create something with the capacity to keep on
growing in the near and mid-term.
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Enter the matrix: Drones and pre-
dictive maintenance

Huisman'’s vision of its industry for the future is one
based on efficiency, environmental responsibility,
and profitability for all the partners involved in
each operation. Huisman has a clear plan already
in motion to improve efficiency and performance.
An illustrative instance of this is the use of drones
for inspections and equipment performance dash-
boards, which provide valuable insights and recom-
mendations for predictive maintenance.

Huisman plans on using digital capacities to provide
its expertise and services online to any location in
the world, thus maximizing the effectiveness and
reducing non-operational times of the cranes and
other heavy equipment its clients work with. Some-
thing fundamental as Martijn Reissenweber points
out:

“Many of our clients operate with machines that
cost millions of dollars per day. So having them
down, not working, or with reduced capacity, is
incredibly expensive. So, for us, time is of the es-
sence. In fact, our CEO has always said that we
should first fix the problem, and later talk about
money. Our clients, our services, and their quality
always come first.”

And one way to reduce the operational downtimes
and increase the overall capacity of Huisman ser-
vices is the use of a combination of drones and a

powerful digital platform to compile, analyze and
finally predict the needs of future services or main-
tenance operations.

The advantages of this new approach are self-ex-
planatory. But to make it absolutely clear, Martijn
Reissenweber recalls a standard service operation:

“Our current process involves flying an engineer to
a distant location, where they stay in a hotel, com-
mute to the machine site, work for two hours, and
return similarly. Now, we use a drone, reducing
costs and carbon footprint.”

Intershop

“We opted for Intershop
because this e-com-
merce platform is the
ideal fit for our needs.

't seamlessly combines
the functionality of a
B2B shop with the user-
friendly aesthetics of a
B2C platform. Further-
more, Intershop aligns
perfectly with our en-
visioned architectural
framework. This versa-
tile platform package has
global applicability, mak-
ing it a perfect match for
our market presence.”

Martijn Reissenweber, Director of Huisman
Global Services
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Pillars to build the future

Now, Huisman's idea to automatize and digitalize its
services goes through one big hurdle: no opera-
tion in the field will be successful without an online
platform that can harness and process the data
correctly.

This is where Intershop and Fenego enter the fray:
Huisman’'s new online platform is far more than a
corporate web. Is a complex online platform that
provides support in three different key pillars:

1. A service/customer support channel:
The first solution that the new Intershop-based
Huisman online platform offers is to be a digital
service/customer support channel. With a ticket
system and a hierarchy, the structure allows
Huisman clients to request support and services
in an orderly fashion.

This system allows the companies working with
Huisman and Huisman itself, to prioritize who re-
quests what and when. Allowing the different teams
of the same company to prioritize who should get
the service first, to lower the impact of downtime in
crucial equipment.

Also, Fenego's idea to build a progressive web ap-
plication is vital for Huisman clients, who naturally
operate on open water and who might lose internet
connection for prolonged periods of time. Thus,

the progressive web application created by Fenego

allows Huisman clients to keep on working offline,
and later, once the internet signal has returned, au-
tomatically upload everything done or requested.

2. Atechnical library: The second pillar. One of
the main reasons for Huisman'’s digitalization was
to provide a more efficient way to store, index, and
access all the technical information their clients
need on a daily basis about the equipment and
cranes produced by Huisman.

To that end, Huisman'’s online platform doubles as
a technical library, giving all clients access to the
specific technical information of their machinery, as
well as to their maintenance reports, certifications,
or technical data regarding their modifications.
Even the recording of technical inspections can be
stored in the same place. Allowing an easy both
ways - for Huisman and for their clients - channel
of information.

3. Anonline part shop: The third pillar requested
by Huisman as a solution to be provided by the new
Intershop-based online platform, was a part shop.
This e-commerce capacity — especially for B2B and
aftermarket solutions - is one of Intershop's strong
suits. And it was only logical for Huisman, being a
machinery and parts purveyor, to have an online
catalog of parts and equipment.

Huisman’s new online part shop allows companies
from all over the world to search for specific pieces

Intershop

and parts needed for repair or upgrade. It also
centralizes information between the client and
Huisman and will, in the future, allow cross-data
references between the technical library and the
maintenance reports, to create a powerful network
of parts and machines available for every client's
need.

All'in all, Huisman's solution is a combination of
Intershop’s strong capabilities both for B2B e-
commerce and as a versatile online platform, and
Fenego's keen eye and technical ability to produce
a tailormade set of solutions that will surely allow
Huisman to remain the leading company in the
services' sector in the near future.
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Always nearby

Intershop is the engine that drives
digital commerce. Our powerful B2B
e-commerce platform enables the
world's leading manufacturers and
wholesalers to transform their busi-
ness and increase revenue in a digi-
tal-first world.

Our cloud-based solutions give you
an essential foundation for digital
success, plus the flexibility to deliver

unique experiences and quickly react
to changing needs. With a global pres-
ence and extensive partner network,
we SuUpport your success every step
of the way—creating opportunities to
scale, innovate, and gain a competitive
edge.

Intershop is built to boost your busi-
ness. Discover what we can do at
www.intershop.com.

ot

SPEAK DIRECTLY WITH ONE OF OUR EXPERTS

www.intershop.com/en/locations
info@intershop.com

Intershop



