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Ausgangslage und Problemstellung

The current digital transformation does not only take place in newer industries, but also very traditional ones have the
potential and need to be digitally developed. One of these is the milling industry, and Buihler AG is the market leader in
providing machinery for it. The company strategically decided to evolve to developing digital solutions for customers.
Thus, it will differentiate itself from competitors. In essence, Buhler also wants to support customers in conducting data
analyses and understanding their mills in further detail.

As digital solutions are new territory for Buhler and their business area Milling Solutions, the company is entering
unfamiliar terrain. Thus, there may be resistance towards these digital products, and it is crucial to counteract it
accordingly. The digital products are a new and uncertain area, which leads to a need to build up the respective
knowledge. For diminishing possible resistance, change management should be used.

This thesis focuses on Milling Solutions, one of the business areas of the grains and food sector of Biihler. Here, the smart
mill program, with its first two digital products, the Yield Management System (YMS) and the Error and Downtime
Analysis (EDA), have been introduced. Since digital solutions are a new kind of product, the sales force, but also customers,
may be reluctant towards them. Therefore, it is imperative that this digital transformation takes place within Buhler but
that customers are also interested. How the digital transformation in the milling industry can be mastered is the objective
of this thesis, which is examined by the example of Buhler’s smart mill program. For this purpose, Buhler’s role in
supporting the digital transformation in the milling industry will be analyzed. Moreover, since an internal transformation
is needed, the possibilities to implement a successful internal change are analyzed. Furthermore, it is essential to
understand the customers’ points of view and support them in participating in the digital transformation.

These objectives are summarized in the research questions. The thesis aims to answer one main research question, which
is underpinned by three sub-questions:

How can the digital transformation in the milling industry be mastered successfully?

1. How does Buhler aim to support the digital transformation in the milling industry?

2. How can change happen within Buhler?

3. How can customers be supported to participate in the digital transformation?

Losungsansatze

To answer the research questions, literature research about digital transformation and change management is conducted.
Kriger’'s change management model is selected for the application on the topic of the thesis. Furthermore, qualitative
research is executed. Interviews with the project manager of the two digital solutions launched, salespeople, and
customers are conducted. The results of internal interviews, as well as knowledge about the smart mill program, are thus
implemented in Kruger’s five-phase change management model, and a focus is set on the mobilization phase. Therefore, a
communication concept to improve overall internal communication regarding the smart mill is elaborated. Also, ideas for
supporting customers in the digital transformation are explained.
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Ergebnisse

Several research questions were developed. The main research questions focused on how the digital transformation of the
milling industry can be mastered successfully. Therefore, qualitative research was conducted. However, no conclusive
result could be drawn, but several indications were found. As revealed by the analysis, it can be mastered by educating all
parties involved. Open communication with milling companies but also with machine producers is crucial for success.
Thus, receiving ideas for new possibilities and developments is possible. Furthermore, the necessity for a digital
transformation has to become apparent. Since findings are not conclusive, no complete and final overall roadmap can be
named for a successful digital transformation in the milling industry.

Buhler, as the market leader of machinery for the milling industry, has the vision of the autonomous smart mill. Thus,
supporting the digital transformation is essential for the company. For reaching the vision, the smart mill program was
launched. It comprises all enhancements for a more intelligent mill, such as digital solutions. Because of its strong market
position, Buhler's effort is influential in the industry. The company is leading the way towards digital transformation and
thus supports mastering it in the industry.

Furthermore, it was analyzed how change can happen within Biihler. The transformation is essential since an open
mindset towards digital solutions is needed. Therefore, change management has to be executed and was examined. In
Kruger’s five-phase model, a particular focus was set on mobilizing employees. Thus, a communication concept was
elaborated for effective communication. Through communication, knowledge is transmitted, and concerns minimized.
This should lead to a change in the mindset of the affected employees. However, it is not wished to reject the existing
mindset but build on top of it. Constructing machines and all existing process steps are still fundamental skills for the
company. With the communication concept elaborated, change at Buhler will take place.

Lastly, an analysis was conducted on how to support customers in participating in the digital transformation. As for the
internal mindset change, communication is crucial. Therefore, knowledge about the digital transformation and the
necessity for change have to be transmitted. Since a focus was set on the internal communication of Buhler, many
recommendations were elaborated. For example, a communication concept should be elaborated, which includes what
information and how it should be given, but also defines a key message. Moreover, training and personal meetings can
support customers in a successful digital transformation.

Fazit und Ausblick

All research questions were answered and displayed as a substantial and important topic. The digital transformation in
the milling industry has to be worked on. It is a very relevant and present subject for Buhler and the whole industry.
Therefore, recommendations for action were elaborated.

First, the communication concept developed should be implemented and actively used. This will lead to an improvement
in knowledge and increases the competences of targeted employees.

Second, a communication concept should be developed for customers. This is needed to align information shared with
customers to one strategy.

Third, motivation drivers to excite people within the company have to be investigated. It is not conclusively clarified how
the sales force can be motivated to sell these products neither extrinsically nor intrinsically. Furthermore, the topic has to
be promoted from two sides by the managers down to their employees and also by product management.

Fourth, a list of relevant sales representatives and technologists, but also customer service employees, has to be
elaborated. This list of people has to be updated regularly.

Fifth, digital products have to be enhanced, and new ones launched. This can fulfill wishes and broaden USPs.
Furthermore, it may also increase new customer potential.

Sixth, straightforward, and understandable manuals and videos of the functionality of the digital products should be
developed and published. Offering personal training to customers, where the usage of the products is taught through
demonstration systems, should be further elaborated.

This thesis laid the basis for further research possibilities. For example, other regions should be analyzed. This may lead to
different research results because of the location or culture. Furthermore, a focus could be set on either the product or
communication in the analysis. The conducted interviews gave a general overview of both topics, and detailed research
can be executed. Also, a communication concept for customers should be researched and developed. Furthermore,
guantitative research can be conducted as it may be more representative and reliable. For the topic of the digital
transformation within the company, not only Buhler’s Milling Solutions area but also other areas should be analyzed.
Obstacles for change towards digital transformation could be researched, and methods developed to eradicate them. This
may lead to a change in the mindset of employees and would lead to a company that is more open towards digital
transformation and change in general.
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