
It`s very important to  

work with strong partners to  

successfully launch new digital products.  

A lot of our developments had been done with 

Capgemini – and they fulfilled their role very well 

for us. Capgemini was highly integrated with our 

internal team and both teams shared the same vision 

and objectives of what they are trying to achieve.”

Kathy Hocker

Head of Portfolio Management  

Manufactured and Packaged Gases

Executing the Linde vision
As one of the largest gas and engineering businesses in the world, the Linde 
Group has been built upon an innovative approach based upon diversity and a 
shared set of principles. Over 60,000 employees spread across more than 100 
countries worldwide work towards a goal of industry leadership and future-
oriented impact.

To meet the high standards set by its own values, Linde decided to examine its 
sales process for improvement opportunities. The organization discovered that 
despite its success, it could implement digital technology to improve the 
efficiency of its operations and offer new services as part of introducing a new 
customer experience. This would involve enhancing the safety and transparency 
of its sales process while better supporting customer requests.

Digital services are key to Linde’s 
customer-facing process 
enhancement

Linde and Capgemini introduce a digital package to 
improve the sales process and customer experience

Overview 
Customer Name: The Linde Group 

Industry: Manufacturing/Process Industry

Location: Global

Client Challenges/Business Need:

The Linde Group wanted to introduce digital 
services to enhance its service offering, as well 
as increasing the efficiency and transparency 
of the sales process for its partners, customers, 
employees, and drivers.

Solution-at-a-glance: 

Linde partnered with Capgemini to implement a 

package of Salesforce-powered digital solutions 

that improved the digital product offering and 

the sales and logics process while cementing the 

Linde Group as an innovative industry leader. 

Results:

• Greater insight into customer consumption 
forecasts

• Improved customer satisfaction and 
loyalty due to new services and overall 
simplification

• Better tracking of worldwide operational 
performance

• Enhanced security, process efficiency, and 
standardization



Digital technology creates a new customer experience
In collaboration with Capgemini, Linde identified a suite of Salesforce-
powered technologies that provided the best option for achieving its 
objectives of a more efficient and transparent sales process based on digital 
services. The partnership between Linde and Capgemini was built upon 
Capgemini’s established technical experience with Salesforce technology, 
agile project methodology, and unique ability to provide solutions specifically 
designed for Linde’s industry and business objectives.

The journey Linde began with Capgemini has already delivered 5 key 
customer-facing solutions:

• Accura® Cylinder Management: a cloud-based service that tracks gas 
cylinder stock at customer sites and makes ordering possible through a 
web portal and offline-capable mobile app

• Avanto™ Welding Management: an advanced, cloud-based welding 
management solution that manages workflow end-to-end to ensure 
fewer weld defects and more efficient resource allocation

• Engage Mobile: a mobile app that simplifies order processing, resulting in 
a reduction in transaction and training time

• Driver Apps: a variety of apps that support driver scheduling feedback, 
seal management, and payroll to increase delivery transparency

• Peak: a database-driven software reference system that calculates the 
accumulated standard time for the completion of manufacturing tasks as 
part of a global database meant to improve process efficiency



D
A

C
H

 T
ea

m
_3

1-
01

-2
01

9

For more information on this project, please contact:

referenzen.ce@capgemini.com
©2019 Capgemini. No part of this document may be modified, deleted or expanded by any process or 
means without prior written permission from Capgemini. Rightshore® is a trademark belonging to 
Capgemini.

Efficiency and transparency improve customer satisfaction
With its new digital services, the Linde Group successfully enhanced the customer 
experience with greater efficiency and visibility into a variety of processes. The 
digital package provided greater insight into the operations involved in producing 
and transporting gas cylinders, enabling Linde and its customers to more effectively 
allocate resources based on repeated experiences and predicted customer demands. 
This has led to a general improvement in efficiency, highlighted by Linde’s ability 
to fulfill orders 30% faster than before the solution implementation, as well as a 
combination of increased revenue through offering new services and the overall cost 
reduction of the sales process.

Most importantly, Linde and Capgemini have created a best-in-class customer 
experience, which has resulted in a dramatic increase in customer satisfaction 
and loyalty along with a sharp drop in customer complaints. Through its proactive 
approach to digital services, Linde has once again established itself as an industry 
leader and the preferred partner for its customers.

The Collaborative Approach
By working together from start to finish throughout the project, Capgemini and the 
Linde Group were able to deliver a successful implementation of cutting edge digital 
technology. A mutual agreement to follow an agile project methodology and shared 
expertise made this project possible. Throughout the project, Linde demonstrated 
its commitment to offering a superior customer experience while Capgemini added 
another example to its significant history of successful digital transformation and 
proved its capabilities as a global partner.

About the Linde Group
The Linde Group is a world leading supplier 
of industrial, process, and specialty gases and 
is one of the most profitable engineering 
companies. Linde products and services can 
be found in nearly every indstury and in more 
than 100 countries.

About Capgemini 
A global leader in consulting, technology 
services and digital transformation, 
Capgemini is at the forefront of innovation 
to address the entire breadth of clients’ 
opportunities in the evolving world of cloud, 
digital and platforms. Building on its strong 
50-year heritage and deep industry-specific 
expertise, Capgemini enables organizations 
to realize their business ambitions through 
an array of services from strategy to 
operations. Capgemini is driven by the 
conviction that the business value of 
technology comes from and through people. 
It is a multicultural company of over 200,000  
team members in more than 40 countries. 
The Group reported 2018 global revenues 
of EUR 13.2 billion. 

Visit us at

www.capgemini.com
People matter, results count.


