V | B —

1 DYLJ IHUHQ

6lH GXWFK GHQ: DQGHO

6VUDVIAJ LHQ | 74U GHQ ( LQ] HXDQGHOHU RQ
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6HKU JHHKUWH /HVHULQQHQ XQG /HVHU

HV IUMKPLFK 6LHLQGLH1IHXDXIODdBVHUHYV
'KLWHSD®AI8WWDWIMUGLHQLQ]HOKD QG HRLWH UL RON
H[WHU@HQW ULHEWLRDPIVKQBBYRUKHULIHQ
$XVIDEMD GHBFKZHUSXOXNGHG@GXVZLUNXQ ’
GHBDQGHPRHZRKIDVGH G QV F K HKIDQG D V&L H
3DQGHPLEHUZ X Q GLW/VWWHKBBP(LQ]JHOKDQ
LPPHQRFKDKOUHLIFKGIBIX) QGHQGNRP SOH |
JOREDOH +HUDXVIRUGHUXQJHQ JHJHQ-H

,QGLHVHWPLFKW I Q &IDIQ G H O QGIHUON W X P XHD@B&H QJ D VDYHW IQGHUQGHQ
9HUEUDXFKHUDQIRUBHWUGGQH¥HGHXWXEHV3IRLQ®RI 6DOHOV
HQWVFKHLGHXGEGHKBERLEPHGHXW O LFRKWMRZ L FKW LLWHW |« UUDUNH Q
QLFKOXBURGXNXWHHUNDXMRD GHUXFKHVFKLFKXHQU]IKOXQG
OHQVFKHQ ]X HUUHLFKHQ

$OVQKDEHIWLQHEHOWZHILMAUHQGHQVWOHLVWXQEIVHD I ARXVE UH
JHVDP WD QGE UGIHWNMWU L EXOD\R L KWGDN ] HQ L HMUBHI 1L D OKLIVWH U W
L VHAP H L Q/Hi L @R F K D3 WA N W X HOHOUHDX V I R U G HULPX Q QEGXY HUV W H K H Q
XQGDIWLQQRYDMWMXYPIHRHQWZLFIGHEIQI L]LXPMWVHWHQ® QQ
XPHKUOXNK L\QF KDGMHHHBURGXNW S O DDWCBIRFMHILEBRRWLRQDOH
9HUELQGXQJ ]XP .RQVXPHQWHQ

SQVHUKLWHSD SHPPWLHP LW XIHLQBHLVEXUFEGLHHIJHQZIUWLJIHQ
+HUDXVIRUGHUKODBQH® JLEWKQHRQUHIXQJIHI 6LHS X UF&LH
3DUWQHU WK QWD OWUIDKUH®H® 9HUWULH E V RXVF X&X USA_HHU

W U D G LW LRVEBHNGHHDL V W U L ERCSW IRFQL WRMDG HDXF K Q QR Y DWW M H
ILQGH®P ODUNHQQGHQ.|SIHQGHUOHQVFKHQ YHUDQNHRQ
GDWHQJHW U L3HOEH]H 8 IDXWOH VIBIWYX HUOHEQLVR U LOIQW DHBWKQJ H C
DP326ELHWH®Q VXQJHELHEHGDYHZ |KQOLRKBDXVJIHKDEKIQJILJ
GDYRQ RE 6LH HLQ HLQ RGHU PHKUVWXILJHV 9HUWULHEVPRC

 FKODGHLHLFHPHLQVPIPWQBLHEXNX GINYLQ]HOKD RDGHOWD®WHQ
HLQHXXQIWQGHWDUNHRDKMWQ XBURGXNWHNDXMRR GHWHBRVFEFKHQ
LQVSLULHUHQ XQG EHZHJHQ

"RKDQQ +LQULFK 1DJHO
*HVFKIIWVIsKUHU &30 *HUPDQ\ *PE+
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VERTRIEBSOUTSOURCING: §

'LH.XQGHQHUZDUWRGQIBQYXQGHQ Y H U KLPQMMH E O K DIQISEHOIP L F K
GXUFBLH3DQKPLHEUDVWYWEKQGHURNW HE OHLE®RQEH VW H K-
HQW Z L FWIHRKY HIHLUIW'H H. R Q VX P H QQWH/AD] HKDF K Q R O R B B H DMMG
3URGXNWHKQHOYHUJOHLNREAR®Q O LINMYXFK P*HVFKIIWDYLHOHQ
.DWHJRUHHDMCHYWDWLRQQHODFIGHEBDQGHPHHQHHQDLVVDQFH
*OHLFK]HLMKMVIBD 9HUO D QIBIPRKD FKKD O W XDNGHMW H U Z D UMGIIU H
ODUNHQERWVFKDIWHQ $NWXHOOH 6WDWLVWLNHQ EHOHJHQ

MAGLH J RED®! $ EEUKFKUDWMA GHUJ REDBIQ 9 HLELWDXFKHU
\\\\\\\\\\\\mm//,,,,//// I \\\\\\\\\\\\mm///,,,//// SHIGEDON9H
$ Yy, oV N %,
S 2 (1QHEDQGHOEWQRKH S 2 BQMQHKP HQWFKQHDU
= 710/0 = 6w = 640/0 E  UDIHUHQ XP IKUHQWFK
% I~ = S i QGHUGHQ YHGYAI QWHQ
Z. S Z S  JHHRKWXZHGHQ
/////// \\\\\\\ % \\\\% $ FFHOMUH
LTINS LT
GHUJ REDBIQ 9 HUEWDXFKHU GHUJ REDBIQ 9 HLELDXFKHU
@\\\\\\\\\\mm/% I GEmOH Q\\\\\\\\\\mm% G TEDOROHE
S 2 8 QMUHKP HQVFKQHEBIU S 2 (1QHE QGBLQHQ XNDXIHQ
E 400/0 g LHDU HUHQ XP LKUHQMEK __E_ 760/0 E GH' IHOMBIMXQI HQXQG
= S @HGRWHIUQWR = S 0 DWUDIHQDXI EHVRQGHWY
%/// \\\§ JHUHFKW X Z HUGHQ %/// \\\§ HWLVEKH :  HIVHQ
D>~ 7O D> FFFOIQ SRR

,QGLHV QM XHI® UNW X PILMEBG QSDVVXQJVIIKIQIGEHMHWLJN HLIWH
. XQGHQ LP OLWWHOSXQNW ]X EHKDOWHQ YRQ HQWVFKHLGHC

OHUWULHEVPREWBQHFK R QWL Q X IZHU @/HAKH Q W ZIGFQIRNORVQLEY
HITL]LWIQMOP GH Y LFKHUIQ G H U QGIHRQ G H U X.®IIH@] H O K DIGIGH® K W

]X ZHUGHOQ

(UIDKUH@ XIGHQROJHQ GHQWEBQHVWUDWHJIJENBKWHN HEVRXW VR X
PD%JHVFKQHL/GHXIWWHRBUG\QDPLVFKKHGHQDQWKSUIEHIHKW
ODUNHQLPDJH QDFKKDOWLJ VWIUNW XQG GLH .XQGHQELQGXC



11U 2 7THFKQRORJLH YV . XQGHQHUZDUW

)+ UOD UNH Q K H UMBWMYARAHQW V F K H L G4HBHNIWE DHXQGHQDQVSU-FKI
LPGLJIOMEHLW DB G WHILKWR G X NQ/GIHU 1+ JE D WXH KWIWKY HUJOHLFKHC
2 L@GHQLQ]HOKD@WHO QVIRUPLHOHNDEQWVFKHLBBERWRPG L H
"HWWEHZHUEVIIGHDDHINKX VWHLIBWQDWHJIOWEKRHWM. HEVRXW VR >
JHZIKUOHLYWHWXURSWLPDIHRGXNWSUIVHQWMDWKRRK IJIQJILIH
9HUI+JED UNVMWUDWFIGD]XHIGDVAWR G XNWLQ IR UPD MW RQUHM S
XQG 6RQGHUSODW]LHUXQJHQ JLHOJHULFKWHW XPJHVHW]W Z|

1U 2 1DFKKDOWLJNHLW XQG NODUH 0D

X QG HMH J KK XWH UVWHINMKILDFKKDOWXQEMIKDBUNHQKHUVWHC
GLIGLHVHWHPDODXEKPHWW]HIWHQ]NQFKR @G HURQN XU DHEQXR G
HUK|KIBQHXQGHQW URIFKKZ HGHALHJBIRFKJU*QBRWHN|QQHILHVH
NRQVLVWHRWWFKDUWNVDPQ GHQ .XQGHQrHUPLWWXORK GLH
=XVDPPHQDBEW[WH U@HQW ULHENVOHDHHUPDUNW X QJVDAWHLY LW
SURPRWLRHUNRVWX @DHEO6RQGHUSODWI]LBDXQHEH QW U D JGIICH
1DFKKDOWGEBNBUWNH G HYH U VW HOHDUKYQRIU | X K'HL B M@ G HULW R WU
GLH .XQGHQOR\DOLWIW VRQGHUQ WUIJW DXFK ]X HLQHU 6WI

1U 2 )J)OH[LELOLWIW XQG (IIL]JLHQ]

'LH (LQJHOKDQGHOVODGHEVEE&BEMMFKVWIQGLXQG IX%HUOLFEKH
ODUNWEHGLQNQOHIL FKDVERGHUQXUFK/ WUDWHJ2ZXWKRXUFLQJ
N|QQHEL HOH[LEN@GLHWHUIQGHUXQHDILHBKB BQHQVWPLWDUEH!
VHWI]EIQMHZHQDNRHGDHUQLHVYKUWHLQHU L]LHQWXWHQY R Q

5HVVRXUFHQ XQG HUP|JOLFKW HV ,KQHQ DJLOHU DXI GHQ 0D

)D]LW

'"HU(LQ]HOKDIQ®BP:DQGHRQGX% HUODBKMWEHGLQJRGHUE FK
UDVFKUFRKWUDWHJIZX\WKRXUFHDRJILHEHIDXIGLHWHUIQGHUXQJHQ
$X%HQGLHQVWPLWBDHWHBYHODEK% HGDHLQ LHVIeKUW HLQHU
HITLJLHQWHUHQ 1XW]XQJ YRQ 5HVVRXUFHQ XQG 6LH UHDJLHL

9HUWULHEVH FHW IMHQSDO/Y J H Q DBDH6 Q DK P HRL HQ D FK K D O, WL J
ODUNHQLP MW UNX@GGLHXQGHQELQGIRIVW L Q X LDHW/E IDPKB®
HUKD GBWHRQHQ|% HYBQGXQJVVSLNQ®RSX\WPLPLEUHHIKQ]LHQPDWH
+LQEOLFN DXI 3HUVRQDO )LQDQ]HQ XQG QDFKKDOWLJHV :LU



P =HLWDGWWUGELJLWDOMH®RVIRUPBWHRQUFKLH3IDQGHPIQRFK
EHVFKOHXQXUWHVWHKHB®QWHUQHKEPP QLQ]HOKMYRUQHXHQ
+HUDXVIRUGHUX®RKEPQFHOQHVHHZLQQEULQ-IBOQKLIHOB UNJKX
QXW]HIQIR U GHIU/R Y DVWHLWMU L HE V V \X B BWIHK LIG®H U WO UW X QJHQ
GHU .XQGHQ DP 326 ]X EHIULHGLJHOQ

' WHL6FK® WHIDNWRUHQ GIH GIH 6DGIV) RUFH GHU=XNXQWGHILQHUHQ

iU 2 'LIJLWDOH 7UDQVIRUPDWLRQ

XQGHBUZDQWWKWORWVHDXIVHUOEBERQWOLHXD G21IOLQH .DQIOF
PLWHLQDHWHLQEHMUIRUGHNWHUWULHEVRBRGHEPHWHIUDWLR
HUP|JOLFEEWHUQHRPWOHI@QH[LENGLBQIRUGHUX®RHBQJILWDOHC
~HLWDOWHUY UHDJLHUHQ XP ZHWWEHZHUEVIIKLJ ]X EOHLEH

1U 2 2PQLFKDQQHO 9HUWULHE

XQGHDXW]HRQIH. HO]JPROHUND X IV ND®DUKQSKHNVLVEKWFKIIWH
( &RPPHUFPREL®BSVXQGVR]LDODHGLHQLH=XVDPPHQI K XQEJ
$EVWLPPXQLHVHWDWW | RIHKH QHRLWW O H UZRM NOMLQHQ GHYV
PRGHUQ@HP@QEKDQQHO 9HUW R DHBWBQRKHIUQHWAWQHRQ WV FKULW W
$QDO\WHWRROARPELQLGEUHBHWLIHQHNHQ QW APEWNY KK
VFKQHOQMUMILIG X QJNQ UHIITMQF K LQ®DKW QR WHI J U W URQI O H
ELHWHQ 6LH ,KUHQ .XQGHQ HLQ NRQVLVWHQWHV XQG SHUVR

1U 2 'DWHQ XQG $QDO\WLN

'LHIXW]X@RODWHRQGRUWVFKUBWNOWKMIHQWUBEBHXWXQJ
XP GDVXQGHQYHUHKRDMUHON KXIQHEH UV R Q D CRLQ/IHERWKHH UVWHOOH
1IHXHMHUWU IRGEHPO WMV HMXIGDWHQJHVW KX N QG®E DVY H XIPQ
GHQXQGH@DELHWHKN| @HQZDWLBLUNQERKFKHG®W]WRHBPKHQ
'DWHRQGLHOJHULBRW B VDEMD X FKG L D FKKD O WG HNHIOMR/U F H
(LQVDWI]HV ]X HUUHLFKHQ



&30 LVMWL@RUUHLWGEIWHVHUNZLFNERGUQYHVWOQOMUHRQGYJIJLWDOH
.DSD]LWINWMH@DFKZLVVHE HUVW HKHDD QG LIS K\V LV RXLH L WK
NRPPXQLNBMLYW - R XHJIQHHN WH.YN Q <SP\8 L B D O HRAUHFG H X N X QX W
JHVWDOWH@HUP|JOLHRMKQVHUHMDGHQQGHUWIKF ZDQGHOQGHQ
(LQJHOKDQGHO V ® D QRE/RKMDU XD G HQOXQGHQHWERQJIHQHFKW
]X ZHUGHQ

8QVHU$t,6B'DWHQDQDO\MHRRRQFNKHIVHUHQ
XQGHRD[LPDOH.]LHQIKOHUWULHEVDNMHYLW]I

ODUNH@QVHUHWDGHQ HUILFKQHRQ V]X
8PVDW]DQVWLHJ

'XUFIGLBHUZHQGXQYHZPOLQHUFKDQGLVLERYRMOBYNMQVHUHU
XQGHOXUFKXIGHFNHQWYVSUHFKIHHUNDXIVFKDLEROQLQHYHUWU |
HLQWRIRUWULK KX GHYHWULHEVYPRHUKIOWQHW]LHOQHBDHLWHUHU
X QG HYH UG RISSSWHL Qi-DQU NWDIQVBKQ HQ /IQGHU@®GHPEG DYRR O
leU WIJOLFKH $XGLWV GHU 2QOLQHYHUNDXIVDEZLFNOXQJ HLC

&30 LQHW W LH MHIOQE L J L WD HU W KPHHI L Q 8 D KW O, RWHH J U DAVRIQR Q
SK\VLVFKHPLWD@QHPHUEDQHPWUJXHEP|JOLFKHEUIROJUHLFKVV

8QWHUQHKNPKQHWHGDVQWHUWQHWQ VWO LG WH O CHU®]LKUH
9HUWULHEVDNWLYLWIWHQ ]X RSWLPLHUHQ XQG (FKW]JHLWHQ

8P GLBRVW &RYLG VYRZOHWIWHUBYVFKQH LIXMMOH EFUHLIQLVVH
ZLGHU]XVSLHRIHGEMHXH$QVIW]HXU' DWHQD QD X\WGBORGHOOLHUXQ
HUIRUGHBQWRHU QHKMEN GLRKDQFIWRQGLHVH@QWZLFNOXRJIHQ
SURILW LLKQWGHHPLBRUDXVSOD.GX@HQPD QD JKPHIMI HZIOWLIXQJ
YROR®HQIQGHUXQYHUEHVSWWUOQ W H 2XWWFKRIX UFUQ/JQ®Y HVWLHUH
LQ GLHVH )IKLINHLWHQ XP LKUHQ .XQGHQ HQWVFKHLGHQGH

IKUHQZUJDWYLW L RQHIRX GLHHLWHUHQW ZILKEBNMHQ YHUVSUHFKH
NRQJHQW LHHHWH@ UWULWERRXFLQJ I3DWN BHWIQFBUNHQYHUWUL
XQGZDFKVWX P VW DKM QR Y DMAIUWHU L H E VW H FEROORFROEY HWV @/ LW L R Q
N|QQHIOOHIWIQWHUQHKRRWEKZHWPVHW]EBUQQ G/ L QED K HHUL Q

JHOQOWUDOHU $VSHNW YRQ VWUDWHJILVFKHP 9HUWULHEVRXWYV



* Bh1' (
) o UADWMJ MFKHV
9 HUAHE \RXWRXUFIQ)




8QWHUQHKMWHEG @ W HWD\FIGHEHVWHEOR G X N WIEQ HVH. V V LLRIG\D V
+HU]VWGHNS HUW U LHE VD JHQM XU HOH L M@ GHWP % HUHIOFHKWWULHE
*HQDXKLHUHW]W@/UDWHJI2ZX\WKRXUFLQJ BREWQHUNH OMHIH Q
EHHLQGUXFNHRORIHQP[SHWHQZ LYWE®® UW UL H E VWO HQIWH® J
YRQ GHP 8QWHUQHKPHQ LQ KRKHP 0D%H SURILWLHUHQ

(LQOMHUWULMWMERRNFLQJ 3DUWIHKVSRIVINU QH KKK Q QX GHQ
EHVWIHHUWULHEVH{SB/RWHEQGHUK@VFKIW]EDBKNRPSHWEQ]
UHLFKMHRADKUXQJVWAKIRQIGHUWYWE@DQJIM I KWHIUIWULHEVHUIDK L

LQVEHVRQ@HUH FK L H GHDHF KIQQS H QUG LHVHU BRHQ@LFKWLJIHQ
9HUWULHEVNDQIOHQ GLH GLHVHQ 3DUWQHUVFKDIWHQ LKUH (

,QYHVWLWQRQ@RY DWHLUNEYV WHRRIOMG. F KWDLBHGHEZDKUM IROLHJIW
EHIGHQSQWHUQHKE®H®XJIJDQJIX IRUWVFKULBNMWDI\NKIRFRGHMQGHQ
DNWXHOWHI@HO KIDEH QD G X UK QG HG HIUD JHI X QICH USWHR JQRVHQ
]IX HUVWHEBHQSLHOV DRI KMD X I9HUNDXIVFKDLQ@QNHMQVFKLHGHQH
OIUNWHIXI GLHVHLVHN|[QQH®X% HQGLHQVWD R ®WY PWHRGSH U
9HUWULHPD[EPLHINMUGHROWUDWHJIJENBWHILHEVRXWVRXVEQGJ 3|
DEVROX®HUWHQGLHVHRELHV) G XW]HQQRYDMADG\VHZHUN]HXJ|
GLH DX| DNWXHOOHQ 'DWHQEDQNHQ EDVLHUHQ

'"HUYR Q&30 HQW ZLFNABREHIX W OGHDO HFWRUN Q «SXWQ W L WXOQMEL Y H
VR]LRGHPRJUD,QVEWKRDW LRIQMWA Q N U HSWPH/GI WX QJVH U JHEXILV VH
(LQJHOPDUNWHEGHUH [JOLBHOWLWLQHQGLYLGXB QKW D X VZIDW O

YHUEHVVHUWHP 52, I+U GLH YHUWULHEOLFK ]X IRUFLHUHQGH

'LH% RMKWD ITWMNWODBU=XDQJ]X HUVWNOQRMWHUWKNYBPRGHUQVWHL
7THFKQROBIUMMWUDWH 9HWAKBILHE VR XW V R XUIMSAHBIF B D &\WWMHHDU
QDFKKDOWLJHQ (UIROJ XQG ]XU 6WHLJHUXQJ GHV 9HUWULHE



: 2 A
DIE KUNS DE ANPASSUNG

'HU &RYLG /RFNGREQDQVFKDXRQNKWHXQHUZDUWMHMWHQLVVH
*HVEKIIWYVSGXQH KN U H,XOMW)HQU E X O H B MVYKYENWH Q WHE K H @B® V,K U
DXVJHODJHWHWMYLHEVWHDNR)VDW]ENME G KB HVVRXUFQ®L H
ZHFKVHOGWDAHW G\ Q DIPQ S\DV HEF KO L H BAOMBK UW EHKGED UIVDEKIQJLJ
JOH[LEMSD]LWIWVDQSNVYWKIQEUQULVHQVLWXDRNGE RO K HL
VDLVRQOWWQULHEVDNMHHULRGWHNY HL QXK KOJIHNIPSIXQRQ
‘HWWEHZHUEVDNWLYLWIWHQ HQWVFKHLGHQG

OLWOHUWULHEVRXWWRDOSEHPLUFK FMHGHUPHKUWLQ[SHUWHQ 7HDP
]XUeFNJUHADNIH QDEDWXIDVWLBPGULQIJHQGEHWOMIQIQKDEHQ
GLBI|JOLFKNHMNQHMHD RQX XV WD WO QHUKROEFKHQ X |
*EHU OLWDUEHXWNDOQHIPHVLFRXISURGXNWQHXHLQISKIDXQJH
" HWWEHZHUEVGUXEZDUWHWHKIUDJHVWHLJHWRGCHWQH]LHOWH
ODUNWVHIPHQWLHUXQJHQ YRU]JXEHUHLWHOQ

'"HUG\QPLVF K0 UNW | R U GHR[WEIDWN D X | V WAH DPXLRU N | R URV/BAH U
6FKO«VVHRO l+ UVWDQGDUGENUNDWIWDNWLYLWIWHQDJLOH
5HDNW L FDQXHEQK D Q F HIH S O DXQQVG) H V W H XPH.Wi/6 W DRV M/ K B U W& 5 0
6\WWHPRIQF RORJILHLQY HVRU GHBQHIQ Q H KPDHRQKH UDXY G/ LQG
WHXHIHK|UHQ@HGRFAKU VWUDWHJBEBPKN 2XWVRXUFWE U XE
6WDQGDUG

)OH[L BGHMVUR KB V R XIWMBIHBF K O « VXPIOL PFKFKQMQAIRVWHQRSWLP
DQVLFXHUIQGHUIDWHWEHGLQ DX@XSO VXA GHGEG\QDPLVFKHQ
*HVFKIIWVZHOW HUIROJUHLFK XQG SURILWDEHO ]X VHLQ



-
e

% H L$X | E DBX[ W H USQHHUW U IDHPEW WY HP9 R U | HYO.GIRP SR QH Q WM BK H Q
XPPLWHODUNWEH D U BHNBVUOM|@ Q H@G HEHJHEH Q [WRDWHLQHQ
9RUODXI YRQ ELV :RFKHOQ

'DV 7HDP 6HW 8S 5HNUXWLHUX@&
3HUVRQDO 0DQDJHPHQW

'LH ,QIUDVWUXNWXU &50 6\V\{§
6\WWHPVFKQLWWVWHOOHQ 'D Wi
'DWHQVLFKHUKHLW 6RIWZDUHNR §
XQG 6\WWHP]XJIQJH

.QRZ KRZ 7UDQVIHU ODUNHQ 3
B\WWHPVFKXOXQJHQ XQG
.RPPXQLNDWLRQVGHVLJQ


















