
Background

Häfele America Co. serves the U.S. market with innovative services 
and solutions by focusing on delivering functional hardware and 
specialty fittings to meet customer construction needs. Häfele 
has an intense focus on service and devotes staff to providing 
comprehensive support in the form of consultation, procurement 
and processing, as well as expert consultation. Additionally, once 
ordered, products must reach their destination as quickly and 
reliably as possible. Through their products and professional 
services, their expertise shows up in the form of convenience, 
dependability and thoughtful functionality.

Challenges

Emailed Orders
Häfele was discovering that more and more customers that 
had structured, straightforward orders were sending them via 
email, and the frequency was increasing. The problem, as Pepi 
Stahlmann, Director of Customer Service explains, “It’s a resource 
hog. How can we deal with all these emailed orders? We can’t 
add more staff at the same rate that emailed order volume is 
increasing. All that staff is doing is manually keying in orders and 
there is little value in that task.”

Upholding Häfele Values
Ultimately, finding an efficient solution that could deal with 
the increased number of emailed purchase orders became a 
priority. Häfele needed to ensure that their customer service 
team was available to provide the same quality service it has built 
its business on which is customer support and consultation. A 
significant portion of time is spent speaking to customers live, 
which means that staff cannot waste time on administrative tasks 
that don’t contribute to customer relations or building business. 
Staff simply couldn’t efficiently do both—key in emailed orders so 
that they were delivered reliably and quickly, as well as provide 
support to customers who required consultative assistance. 

 Key Benefits
• Freed up hours of time for staff
• Staff re-deployed for customer                   

relationship building tasks
• Straightforward onboarding process had 

Häfele up and running quickly

The Solution

Häfele had taken a cursory look at other solutions, but ultimately 
pursued only Conexiom as it effectively provided a solution for the 
problem that needed solving; processing emailed purchase orders. 
The onboarding process was straightforward and Häfele got up and 
running quickly. Conexiom’s customer success specialist provided 
prompt support and was readily available throughout the process 
as needed by Häfele. 

Benefits

Häfele had no plans to reduce staff with the hours saved by 
introducing Conexiom to process orders that were previously 
manually entered. The plan was always to redeploy staff to 
focus on customer relationship building tasks and those that 
would help grow business. Pepi says, “staff can now take calls on 
non-structured orders that are more varied and custom, as well 
as spend more time with customers. They have time to answer 
questions on product selection, installation as well as support 
sales staff in providing sales data and reports.”
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Today

Successful companies like Häfele know that understanding 
customer purchase behavior is key to profitability and growth. 
Subsequently, companies can adjust their customer operations to 
complement the needs of their customers. Pepi adds, “It forced us 
to sort out the customers that have structured orders and look at 
our order flow through that lens. It was easy to put it all together 
and implement the solution. It’s a very easy process, once you get 
up and running.”

About Conexiom

Conexiom® allows manufacturers and distributors to focus on 
serving customers and managing supplier relationships instead 
of entering data. The patent-pending Conexiom solution was 
created by ecmarket, a cloud solutions developer. Conexiom 
revolutionizes critical sales and accounting business practices 
by automating manual entry with 100% accuracy. Conexiom 
effortlessly converts emailed and printed customer purchase 
orders and supplier invoices into automated sales orders 
and invoices, enabling companies to focus on driving growth. 
Conexiom helps organizations across the globe maintain a 
competitive edge. For more information visit conexiom.com
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