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Project: future



Interview with 
Manfred Fuchs, Director of Customer Service, Nataly Wogatai, 

Director of Customer Service KNAPP Systemintegration and Head 
of Service Level Solutions & Operations, and Gernot Tändler, Head of 
Service Relation Management, give exciting insight and perspective on 
the service of the future. Service 

of the 
future  A new era in service is dawning –  

new challenges and exciting new 
service solutions await us. Custom-tailored 
service packages are gaining significance, 
where they are first perfectly adapted to the 
needs of the customer and then continue to be 
matched as his business develops. According 
to the service experts of the KNAPP Group, 
soon the systems may well be able to decide 
for themselves which services they need and 
when they need them. 

from Big Data 
to Smart Data

Q  What significance does Customer Service 
have for the success of the company? 

A  Gernot Tändler: Long-term, strategic 
partnerships arise from successful customer 
service. These again offer the opportunity to 
realize ideas together and even to develop 
new products for various requirements. 
The satisfied customer has the greatest 
significance and benefit for us, therefore, 
every interaction is important. When the 
customer feels that we want to help him, 
that we understand him and want to fulfil his 
wishes and needs – all this at a fair price – 
then he will always turn to us with confidence. 
Transparent and fair customer care is the key 
to long-term customer relationships that last 
for the life of the system and beyond. Good 
customer service and the partnerships with 
customers guarantee the survival and growth 
of the company. 

Q  How does one learn to speak the language 
of the customer?

A  Manfred Fuchs: You learn this by 
putting yourself in his position, by viewing the 
undertaking from his perspective and also by 
anticipating his expectations. Understand the 
business, the mindset and the capabilities of 
each individual customer and then add to this 
by looking even further and understanding: 
What do the customers of our customer expect 
from him? Then ask the question: “What can 
we do to enable our customer to fulfil the 
expectations of his customers?” Respect for 
the customer and his deliverables is of utmost 
importance – it is about carefully listening to 
him in order to understand what he needs, to 
analyse his wishes and to optimally fulfil them 
with existing or new services. In short, one has 
to act as a partner who has the same goals and 
not just as a supplier. 



For me, good  
service means...

A part of my work that  
is particularly exciting...

M.F.: ...is that every day I face challenge that 
I have never seen before.

N.W.: ...daily new challenges, the versatility 
of our services and the daily customer 
contact.

G.T.: ...is that I get to deal with very different 
kinds of people from very different sectors and 
areas. 

My approach to each  
new challenge is...

M.F.: ...for each problem there is a solution, you 
only have to understand the problem and know 
what you want to achieve. It is important to be 
open for all solutions to find the right one and 
realize it with the opportunities available at the 
given point in time – conscious that not every 
step can and must go forward.  

N.W.: ...I put myself in the customer’s shoes and 
try to find the right solution that will provide the 
customer with maximum benefit. Important is that 
the customer benefit be discernible and lasting.

G.T.: ...listen, understand, implement. First I 
determine who my customer is, to immediately 
find out what his most important factors for 
success are. Then I work with him with the goal 
of uncovering hidden potential and and develop a 
joint strategy for optimization.

M.F.: ...recognizing the necessities, benefits and wishes, 
giving the customer what he needs to achieve his goals 
and solving problems quickly with lasting results.

N.W.: ...the wow effect. The wow effect is our chance 
to obtain a clear lead, to win and to make a real difference.

G.T.: ...recognizing the customer’s need and offering the 
right solutions and optimizations even before a problem 
arises. With good service, over time the supplier becomes 
the partner. 

What is your vision with 
respect to service for the 
KNAPP Group in 2030?

M.F.: Intelligent warehouse systems that 
autonomously organize the service pro-
ducts that they need – with our Service 
4.0 we are on the right path. 

N.W.: My vision is that all processes and 
actions for our customers are bundled 
into services. 

G.T.: My vision is that we will be more 
than ever the partner of choice for our 
customers. The key to this lies in under-
standing our customers and identifying 
the factors critical to their success. We 
will be THE consulting partner for all bu-
siness developments and we will know 
what is best for our customer, even befo-
re they themselves realize it. 

Gernot Tändler 
Head of Service Relation 
Management
With KNAPP since 2006Manfred Fuchs

Director International Customer Service 
With KNAPP since 2007

Nataly Wogatai 
Director of Customer Service 
KNAPP Systemintegration
Head of Service Level Solutions & Operations
With KNAPP since 2001



Of course, everything will also be smarter 
than it already is – thanks to the high degree 
of networking, the systems will become more 
and more intelligent. This gives us the chance 
to respond even before errors occur, saving 
important time and costs. Predictive actions will 
certainly be the key to success. 

Q  What products, services and innovations is 
KNAPP using to create the future of service? 

A  Manfred Fuchs: The serviceability of our 
products has become a standard feature in 
our product development. Here we are already 
thinking ahead – in short, all KNAPP products 
influence the service of the future. In particular, 
I am proud of our strategy, Service 4.0™, which 
ensures that our customers receive the optimal 
service package for their system. 

Service 4.0™  means that the system can 
in future decide for itself which services are 
needed and at what time, in what scope, at 
what location and in which quantity – this is our 
ultimate goal for the future. For each customer, 
all services are available at any time without 
limitation and are autonomously called in by 
the system itself according to need and made 
available by KNAPP. All services are networked 

with each other and efficiently coordinated 
through a central intelligent software.

Q  What opportunities do the new forms of data 
logistics and data presentation offer – how will they 
influence the service of the future?  

A  Nataly Wogatai: Data is tremendously 
important today and will only become more so 
in the future. The focus must be on how we can 
process this data and how to extrapolate the 
right measures from the data. The mission: 
from big data to smart data. Data acquisition 
from the system during ongoing operation is 
the basic element of our Service 4.0™ concept. 
Using data acquisition or condition monitoring, 
all the necessary data of a system is available in 
order to evaluate the performance and general 
system condition in real time. Measurement data 
from a system is captured, filtered, analysed 
and visually displayed so that it can be used for 
services.

With the help of new technologies and self-
teaching software programs we can connect 
various sources of information with the analytical 
abilities of the person, making it possible to get 
a view from different angles and to find the right 
solution. 

Q  What demands are customers placing on customer 
service today? What trends are appearing?  

A  Gernot Tändler: Simply put, the basic demand is 
for a competent and fast service team. We are in the 
fortunate position to be well set up with experts and 
specialists with a lot of experience. One significant 
trend is that our customers are moving away from 
classic service concepts. Instead, they want to buy 
performance and availability. This means that our 
service business is more about us technically operating 
the systems and taking these worries away from the 
customer. Additionally, the trend is for everything to be 
available through smart technologies – tablets, smart 
phones or even smart watches – which are valued 
by our customers especially for communication and 
naturally, we orient our service concepts towards this. 
It is crucial that our service organization be flexibly and 
dynamically set up to be able to quickly adapt to market 
demands. 

Q  With these trends and demands in mind, what does 
the service of the future look like? 

A  Nataly Wogatai: In the future, the service portfolio 
will gain importance in the customer’s purchasing 
decision. Companies with the lead in knowledge who 
invest in the right processes will be tomorrow’s victors. 
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Quality  
never goes 
out of style  

Founded in the 1950s as a department of the sewing 
machine manufacturer Dürkoppwerke in Bielefeld, 
Germany, Dürkopp Fördertechnik has developed 
to become an expert in overhead conveyor system 
solutions for the fashion, retail and e-commerce 
sector. Since 2010, Dürkopp Fördertechnik has 
been part of the KNAPP Group and plays a key role 
in keeping our wardrobes full of the latest trends. 
Numerous customers, including big market players 
such as Marks & Spencer or ASOS, rely on the 
technology and expertise of Dürkopp Fördertechnik.

Dürkopp 
Fördertechnik The stuff success is made of

Dürkopp is closely linked to the history of 
the city – the industrial revolution transformed 
Bielefeld into an important location for the 
processing of textiles. Dürkoppwerke, which 
was created from a company founded in 1867, 
produces world-renowned sewing machines 
and manufactures HGVs, cars, scooters and 
bicycles, among other things. Today Dürkopp 
Adler, as the company is now called, still 
produces high-quality sewing machines. Due 
to the proximity to the textile and clothing 
industry, the conveyor system department was 
established in the 1950s, from which Dürkopp 
Fördertechnik GmbH was later created, to 
produce overhead conveyor systems to link 
workstations in clothing production. Overhead 
conveyor technology is also used in the 
production sector, in the assembly of the Diana 
scooter produced by Dürkopp, for example. 
This overhead conveyor technology attracted 
interest from the clothing sector, and soon the 
first distribution centres were equipped with 
overhead conveyor technology, as well as roller 
and belt systems for cartons and containers. 
With new solutions and a transition from 
mechanical conveyor systems to electronically 
controlled sorting systems, Dürkopp established 
a large customer base throughout Europe 
and became the market leader for automated 
hanging goods distribution centres. 

KNAPP meets Dürkopp
The paths of Dürkopp Fördertechnik and KNAPP 

crossed in 2010. Intralogistics expert KNAPP has 
its roots in the pharmaceutical and healthcare 
sector, and has consistently expanded its industry 
focus over the years: due to the boom in online 
retail, particularly in the fashion sector, entering 
the fashion and e-commerce sector was the logical 
next step. With decades of experience and well-
engineered technology for this sector, Dürkopp 
Fördertechnik is the ideal partner for stepping up 
activities in the fashion sector. Since 2010, Dürkopp 
Fördertechnik has been part of the international 
KNAPP Group and is wholly owned by KNAPP AG. 
Dürkopp Fördertechnik has over 260 employees 
at its headquarters in Bielefeld – meaning that 
the company is also an important long-standing 
employer in the region. The logistics systems are 
designed, planned and produced for customers on 
premises covering approximately 15,000 m2. Smart 
solutions such as the pocket sorter system with the 
robust sorter pocket win over customers from the 
fashion sector and other industries around the world. 
Many of the systems are in operation in Europe 
and support well-known customers such as ASOS, 
Marks & Spencer or Arvato. However, Dürkopp 
technology is also used in Asia and the USA, at the 
outdoor specialists REI, for example. Find out more 
about Dürkopp technologies in action in the section 
Through the KNAPP world – fashion solutions:  
up close. 

“When Dürkopp take some- 
thing on, they really get 
things moving.”
 

Andrea de Martin, 
Logistics Director, OVS 



Sigurd Völker
Managing Director of Dürkopp Fördertechnik 

Sigurd Völker was born in Berlin and has decades of varied 
experience in intralogistics. After completing his studies in 
mechanical engineering, he went straight into the intralogistics 
sector and initially worked in planning and consultancy. He then 
switched to sales and project management and took on department 
management responsibilities, spending several years abroad. He has 
been Managing Director of Dürkopp Fördertechnik GmbH in Bielefeld 
since the end of 2000.  

My vision for the year 2030…

…in the last 150 years of its history, our 
company has reinvented itself a number of times. 
Change is omnipresent both in intralogistics 
and in the fashion sector, and our world will 
be completely different in 15 years. I hope 
that Dürkopp Fördertechnik will still be just as 
innovative, flexible and open to change as it is 
today, and that the colleagues and employees 
will have retained their incredible commitment, 
team spirit and solidarity.

Q  What can Dürkopp Fördertechnik do, that others 
cannot?

A  We are very focussed on our sector and its 
specific tasks. We are therefore able to talk with our 
customers about their processes on an equal footing 
and work together to optimize them. Our development 
department is always closely involved, meaning that 
new developments are often directly derived from 
customer requirements. Our employees pull together 
and understand their business. This means that 
occasionally we can make things possible, which 
seem impossible to others.

Q  Which trends mark the sector? What products and 
solutions does Dürkopp offer here? 

A  A revolution in fashion retail began 10 years 
ago, with the first online fashion shops. Dürkopp was 
able to find the right response to this and evolve to 
become the market leader with intelligent sequencing 
systems for e-commerce.

Interview with 
Sigurd Völker, Managing Director of Dürkopp 

Fördertechnik, talks about trends and opportunities in 
the sector, what sets the company apart and what has 
changed since Dürkopp became part of the KNAPP 
Group.  
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“Dürkopp has well-engineered technical 
solutions, which are used in numerous 
national distribution centres of retailers 
in the UK and Europe.”

Anthony Burns
Operations Director

ACS

“I believe that a key factor in 
the current projects is that we 
have found working together 
has been really enjoyable for 
both partners.”

Thomas Dalsaß, 
Managing Director Logistics and IT 
Leineweber/BRAX

Q  Dürkopp has been part of the KNAPP Group since 
2010. What has changed since then?

A  Being part of the KNAPP Group has many 
benefits for us. I would particularly like to highlight 
the international structure of the group, which gave 
us access to markets such as the USA, Brazil, 
China, Korea and Australia in a single stroke. The 
group’s long-term strategy has given us the freedom 
required to grow. Today, we have roughly 100 
employees more than shortly before the takeover.

Q  Dürkopp specializes in fashion solutions. What 
potential do innovative solutions such as the sorter pocket 
have for other key sectors of the KNAPP Group? What 
synergy effects and benefits will there be for customers?  

A  Our hanging goods solutions can be used, for 
example, in the automotive sector. We have various 
projects in which our systems are used to bring cable 
sets, dashboards or door panels to workstations 
just-in-time or just-in-sequence. 

The sorter pocket did indeed emerge as a 
result of requirements in fashion projects, but in 
principle it can reproduce any kind of e-commerce 
process perfectly. In this case, it does not really 
matter whether the online order was for a book, 
shoes or electronic items. From a customer’s 

perspective, in our group we are in an ideal position 
to handle projects which require expertise and 
solutions for hanging and horizontal clothing, or the 
combination of warehouse and sorting technology. 
This is all perfectly complemented by a group-wide 
standardized software world, which enables a 
seamless, complete solution and full responsibility. 

Q  The Dürkopp solutions offer a large degree of 
flexibility and scalability, with small and smart solutions 
that can be expanded gradually, it is easy to enter the 
world of automation. Why is that important for lots of 
customers?  

A  It is, in fact, a basic principle of our solutions 
that customers can start small, but this should not 
restrict them in terms of their prospects and their 
possible growth. Often, customers start by just 
automating one key area, usually the area which is 
the most complex or where a quick gain can be 
achieved in terms of costs, cycle time or delivery 
quality. All other areas can remain completely 
manual. These systems then develop with the 
business and the resulting new requirements. We 
have many examples of partnerships like this, some 
of which stretch back over two decades. In some 
cases, it is hard to believe what a basic solution has 
turned into over the years.



Integration 
Partner  
KNAPP expands its horizons with the business unit 
Integration Partner and blazes a new trail alongside its 
core business areas Healthcare, Fashion, Retail, Food 
Retail and Industry. With a selected network of integration 
partners, KNAPP puts its technologies, experience and 
standards to work for industries outside of its core business 
areas. Oliver Lehner leads the Integration Partner business 
unit and provides insight into his diverse daily work. 

Tying in to 
new networks 

Oliver Lehner
Director, Business Unit Integration Partner
With KNAPP since 2008 

What are the trends, challenges and 
opportunities in this area? 

The trends are very different. Depending 
on the geographic region, there are different 
technological trends, such as the current trend in 
Germany towards Industry 4.0. In Italy, it is vital 
to build the smartest solutions possible to remain 
competitive, but the topic of building costs also 
weighs in heavily. Overall, it is a challenge that 
our customers remain constant and we do not 
face someone new for every project: therefore it 
is important to define the common language and 
to align the demands and expectations. It begins 
with terms and ends with understanding how the 
organization of the integrator ticks. This brings 
me to the potentials, because this continuous 
collaboration requires a completely different 
method than handling individual projects. The 
greatest potential lies in the people who form 
the team: they build a good relationship with our 
integrators and thereby create the foundation for 
good results.

Q  Why are integrators in the right place with the 
KNAPP group? 

A  The KNAPP brand is known in the sector 
and stands for high-quality solutions and products: 
for integrators, this is certainly a bonus to be able 
to declare KNAPP as an official partner. With 
products like the OSR Shuttle™ and the YLOG-
Shuttle, KNAPP is a leading supplier of shuttle 
technologies. In addition to these technologies, 
we add a wide base of knowledge in a scope that 
the integrators do not have. The companies that 
integrate our technologies profit strongly and save 
themselves the high costs of development by using 
our well-engineered and proven products. The big 
added values for the integrators are naturally our 
experience installing systems and our know-how 
in terms of industry-specific demands. In the past 
years we have put more than 250 OSR Shuttle™ 
Systems into operation for various applications and 
requirements. Furthermore, it’s important to realize 
that KNAPP is a supplier of complete solutions and 

can offer our partners products and technologies 
from our comprehensive portfolio. 

Q  What makes the work with integrators 
interesting? 

A  Generally, it’s an exciting and new situation 
where we are positioned with our KNAPP brand in 
second position because the integrators appear first 
under their own name with our product in hand. In the 
collaboration with our integration partners it is very 
interesting to see how other companies approach 
tasks and finding solutions, whether this is on the 
technological side or for systems. Moreover, it is 
very interesting to see our standards, our experience 
and our strategic perspective transform in these 
companies. Seeing how other companies run their 
business models, which customers and sectors are 
in focus and above all coming to agreement on the 
common strategic thrust is really a great challenge. 
Likewise, the contact with various people in different 
cultural circles is always a great experience. 



System 
solutions

Q  Which innovations by KNAPP are moving 
intralogistics?  

A  Everything turns on flexibility – but a planning 
horizon of 10 years is difficult to convincingly portray 
in my opinion. The life cycle of our products is 
significantly greater – the goal must also be to be 
able to broadly adapt the transacted investment. In 
practice this means that the system must be able 
to grow with the customer. Our new generation of 
shuttles, for example, covers this requirement very 
well. New opportunities are opening up through 
the Industore, with which it is possible to access 
specific individual articles and the applications for 
this feature are growing. Everywhere where lots 
and serial numbers are important, for customized 
manufacturing or for the storage of expensive items, 
the Industore is an attractive solution. 

Q  How does KNAPP apply its know-how to 
create successful new solutions? 

A  The flexibility, which we currently have with the 
new generation of shuttles, is only possible through 
the many years of experience and development of 
our entire product portfolio. For all the existing or 
necessary features of the shuttle systems to be able 
to be used, we need a specialized software. For a 
maximal logistical flexibility, the software must be 
able to network all the warehouse areas with each 
other – and naturally, one needs systems that are 
designed for the required performance. It’s all about 
teamwork – all parts of the system – mechanics, 
electrics, software and hardware – must smoothly 
interact. Here are  KNAPP’s strengths, namely 
combining the different products and technologies 
from the entire company group with each other, 
and forming a strong and successful team for our 
customers. 

creating 
new 

solutions

How can the trends and market demands be optimally poured 
into production-ready solutions? Can the autopickers of the 
pharmaceutical sector also be used for watch dealers? What 
adaptations are needed for this? The KNAPP business unit 
System Solutions deals with these questions and many 
more. Heiko Süss, head of System Solutions explains which 
technologies KNAPP is using to move the sector and how 
one recognizes that a solution is really good. 

Heiko Süss
Head of System Solutions
With KNAPP since 2011

Was makes the System Solutions area so 
fascinating? 

System Solutions is not assigned to any of our core 
business areas which gives us the freedom to be active 
across the sectors. In System Solutions, we create new 
solutions and get them ready for the market. From a certain 
degree of readiness, the solutions are then planned by our 
sector teams. One knows right away that a solution is good 
– if the solution hits the right nerve they are practically ripped 
out of your hands. 

Next to new solutions we also develop existing solutions 
since it’s not necessary to reinvent the wheel. Sometimes it 
really shakes things up when you take an existing solution 
and establish it in another sector. Our work is made easier 
by the great degree of freedom that we have within our group 
of companies. If we find a perfect application of a pharma 
solution for the world of jewellery, for example, then we 
have expanded the existing product potential and all the 
participants have fun with it. 



So everything  
runs smoothly  

The right goods, in the right quantity, 
at the right location, in the right quality, 
at the right time – in theory, the basic 
principle of logistics sounds simple 
enough.

Operation & 
Logistics Support

In practice, however, it’s not that easy. So, what is the 
problem? After all, shouldn’t the sophisticated automatic 
logistics systems of today fulfil all the demands with ease? While 
each system and each machine has a specified performance 
that they are capable of reaching, the actual performance 
depends on different factors: for example, order structure and 
order volume, the distribution of articles in the warehouse or 
organisational processes and warehouse processes and much 
more. The biggest factor is the human factor and therefore, an 
automated system can only express its full potential if man and 
machine are optimally tuned to each other and the respective 
business cases fit. 

In other words: What’s the use of a race car with 1,000 hp if 
the driver is unable to take his foot off the brake? Or if he is in 
the outback where an SUV is needed? This is where the KNAPP 
specialists in Operation & Logistics Support (O&LS) come in; 
together with the customer, they set off in search of hidden 
potential in the intralogistics system. Even small changes are 
often shown to have great effects. 

Always in search of the best solution  
The goal of Operation & Logistics Support is clear:  to 

support the customer in getting the maximum out of his 
intralogistics solution over the long-term and to always 
optimize the system for the demands currently on it. 

“It’s often the case that after a while the system is being 
used in a way that does not match the originally planned 
concept – for example, when the customer’s business 
cases change or the article or order structures change. If 
the warehouse processes and the internal procedures are 
not adjusted to these changes, sooner or later losses in 
performance and efficiency appear – the system can simply 
no longer perform the way it is designed to perform. In such 
a case, you have to make adjustments to get back to full 
system performance” explains Michael Wippich, Head of 
Operation & Logistics Support at KNAPP. 

“This is where our Operation & Logistics Support comes 
into play. With the O&LS, we get involved in very different 
areas: We view the system and the operation in the 
warehouse as a whole – organizationally, technically as well 
as the processes – and find the bottlenecks and uncover 
potential for improvement. The tremendous experience 
of our team and the numerous best-practices that we 
have available give us a lot of help in this, because every 
system is different and needs a customized approach,” 
adds Christos Doukas, PLC specialist in the O&LS team. 
The great advantage of the O&LS is that the performance 
and efficiency increases are usually possible without large 
construction measures or investments. One example 
where many small changes made a big difference is the 
distribution centre of the pharmaceutical company Sanofi, 
where Michael and Christos were on the job. 

O&LS at Sanofi
Frankfurt

Optimizations in the dispatch area: 
performance increase in dispatch of 
100%; capacity increase of 65% 

Throughput was almost doubled: 
from 1,000 containers per hour to 
1,980 containers per hour

Reduction of 2 shifts to 1

Targeted training for team leaders 
and supervisors 

“The collaboration is very down-
to-earth and reliable. The team 
knows our requirements exactly 
and supports us either on location 
or remote, to exploit the known 
potentials for optimization. Availability 
plays a decisive role in this –  
my contact person is always there 
for me.”

Walter Heider, 
Head of Distribution Platform Frankfurt | Sanofi



Sanofi is a worldwide leading pharmaceutical 
company, headquartered in France, and relies 
on KNAPP automation technologies in several 
locations in Europe. This is also the case at the 
Frankfort location, where the distribution centre 
has been in operation since 2011. In 2014, Sanofi 
approached KNAPP because the performance 
and productivity of the warehouse did not satisfy 
the demands of the warehouse. 

This was obviously a case for the O&LS team. 
At the warehouse, Michael Wippich, Christos 
Doukas and the team got a clear picture of the 
situation. After a comprehensive look into the 
causes and a detailed analysis of the business 
cases, processes, articles and internal procedures, 
it became apparent that quite a bit of improvement 
could be made in the system performance. 

“One of the great challenges was to get the 
employees better acquainted with handling the 
system and, above all, with the advantages of the 
automated solution because these should support 
them in their work. On the technical level, it was 
necessary to improve the availability and the 
stability of the system. We achieved this mainly 
through the correct handling of the system by the 
personnel,” recalls Michael Wippich. “Here it was 
often about small things such as deactivating the 

work station when an employee goes on break. 
This way, no further containers are diverted into 
the station which otherwise increases the potential 
for accumulation or triggers a system error. 
Organizationally, another employee could also 
simply take over during the breaks. By optimizing 
the organizational and logistical processes in a 
few areas at Sanofi, we reached a performance 
increase of between 65 and 100 percent, without 
ever having to make any technical changes to the 
system. On the technical side we adjusted a few 
optical sensors and made an adaptation to the 
PLC control system,” adds Christos Doukas. 

The Sanofi Frankfort assignment was a 
complete success. Walter Heider, Head of 
Distribution Platform in the Frankfort distribution 
center is also enthusiastic: “The advantages 
of Operation & Logistics Support by KNAPP 
are obvious. The O&LS team worked directly 
on site with our technicians on the system 
parameter settings during ongoing daily business, 
something akin to open heart surgery. Successful 
adaptations were immediately applied to on-
going operations. The quintessential factor was 
the team’s experience – in no time we achieved 
dramatic improvements in the operation of the 
system.” 

Sanofi – more vigour in the warehouse  

3 questions about O&LS 
What is O&LS? 

O&LS stands for Operation & Logistics Support and is a separate task force 
comprising specialists of the KNAPP Group: their experience and know-how is bundled 
in different areas such as IT and software, automation technologies or statistics and data 
analysis. On site, the O&LS team analyses all processes in the warehouse and gives the 
customer targeted help on how to increase performance and efficiency in the warehouse.  

What does O&LS cover?  

The goal of O&LS is to make it possible for the customer to get maximum performance 
and efficiency out of his system for the long run. For this reason, O&LS builds on a 
3-column model:  

Modernizations and upgrades: Where should the existing warehouse be modernized? 
Is the number of incoming orders unexpectedly changing? Are the business or use 
cases changing? Together with the customer, the O&LS team finds the right approach 
for the everyday challenges. 
Process optimization: The best technologies only function if they are coupled with the 
right processes. Well-tuned processes increase the performance and productivity of 
a system. The O&LS team generates a detailed analysis for process optimization and 
gives tips for improvement. 
Ramp-up support – support during the startup phase: Based on the ABC analysis, 
the articles are ideally distributed among the individual warehouse areas achieving 
the highest productivity for each area and each station – the system then makes a 
smooth transition from the startup phase to live operation. 

What advantages does O&LS provide? 

The O&LS finds possible technical, logistical or organizational bottlenecks in the 
everyday work of the warehouse. The O&LS team analyses the initial situation in detail 
and suggests effective solutions. The productivity, throughput and quality are thereby 
significantly increased. The distribution of the workload during peak demand is also 
optimized so resources are used more efficiently. Furthermore, O&LS determines the 
most important KPI and notes possible sources of error. The customer additionally 
receives an overview of estimated future developments so measures can be taken early 
on. 



Michael Wippich
Head of Operation & Logistics Support 
With KNAPP since 2011  

What I like most about my work...
...is the collaboration with customers from all over the 

world and showing them how to get the most benefit from 
their automated system. It’s just a great feeling when we can 
achieve an immense increase in the system’s productivity –  
often just through small changes – and really wow the 
customer. 

Christos Doukas 
Business Partner LAS Solutions*, PLC specialist  
Cooperation with KNAPP since 2009  

What I like most about my work...
...is that I get to work with so many different people 

from all over the world and can gain international 
experience. It’s fun for me to support the customer and to 
customize their warehouse processes to their needs. We 
use our experience and knowledge from numerous best-
practices to find THE fitting solution for every request.   

*Since 2009 LAS Solutions (LASS), based in Athens, 
has been a service partner of the KNAPP Group. 
Specialists in airport logistics and consulting, the 
company brings with it innovative services and 
professionalism and is thus an ideal partner for the 
KNAPP Group. LASS supports KNAPP in Greece in 
sales, systems engineering, installation and ongoing 
customer service. Worldwide, LAS Solutions is a 
competent and flexible partner for KNAPP Group 
customers for all service opportunities, for example, 
in modernizations, maintenance, training or O&LS 
assignments. 



Site 2020 
A healthy tree stands tall thanks to its strong trunk, from 
which new branches and leaves are constantly sprouting. 
They are in a state of permanent communication with one 
another, ensuring they all grow together. And the KNAPP 
Group is no different. With its roots running deep in the 
heart of Austria at its headquarters in Hart bei Graz, the 
network of subsidiaries spreads out across the entire world, 
representing KNAPP at more than 35 different sites. The 
Site2020 project is part of the KNAPP 2020 programe for 
the future and focuses on the constant improvement of the 
company’s headquarters and international subsidiaries. 

Growing  
and improving  
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36
employees 15|16

employees 14|15
1,587 389 79 62 220 65 23 20

Number of personnel on March 31, 2016  
Employees posted to other subsidiaries 
are included in the headcount of the 
respective subsidiary.

Subsidiaries with manufacturing facilities

Growing worldwide
In order for a company to grow sustainably, it must 

be financially successful. The international growth 
of the KNAPP Group in recent years has also meant 
that the necessary infrastructure has had to be in 
place in order to provide optimal support and services 
to customers all over the world at the best possible 
price. There is only one thing which is as important as 
capital in this regard – space. Space for new employees, 
space for new machines, space for goods – space is 
always in short supply. All of the activities involved in 
site expansions across the group have been brought 
together in the Site2020 project in order to allow for 
targeted planning and coordination of both growth and 
expansions and renovations, as well as to be able to 
react swiftly and flexibly to developments. While in 
recent years there has been heavy investment in 
the KNAPP Group headquarters, high demand from 
abroad is driving the need for constant expansion of 
the subsidiaries, too. As well as video conferencing 
tools in all subsidiaries, the foundations for further 
growth have been laid by the expansion of the USA 
branch in Atlanta and the new production site in Taicang, 
China – to name just two examples. The development 
of production has even given new impetus in regions 
which are currently economically weak, such as Brazil. 
(You can read more about our international production 
locations in our article Production@KNAPP in the 
Corporate Social Responsibilty booklet). At the heart 
of all of the approaches taken by the KNAPP Group 
lies the holistic perspective that all stakeholders –  
customers, employees, society and the environment – 
should benefit from any new projects. 
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Home to some 1,700 employees, the headquarters 
in Hart bei Graz, Austria is the KNAPP Group’s 
largest site. 1,700 rumbling stomachs at lunchtime is 
certainly an impressive noise! Many of the employees 
take advantage of what the KNAPP AG cafeteria 
has to offer during their lunch break. The cafeteria is 
located right at the heart of the site: nestled between 
the office building and production hall, it is a place of 
rest and relaxation for staff. Whether they are craving 
something hearty, light, vegetarian, exotic or sweet, 
every taste is catered for by the six different meals 
on offer every day – the majority of which are freshly 
prepared on-site each day using locally sourced 
ingredients. Every year, some 115,800 meals are 
passed over the counter. The brand new cafeteria 
opened its doors to the employees in summer 2016, 
following a 10-month renovation project that saw it 
undergo extensive expansion and revamping. 

With space for just around 100 people, the first 
canteen on KNAPP AG grounds was set up in 1998. 
It was later replaced by a new, modern semicircular 
building in the centre of the site in 2007. By 2014, 
however, this cafeteria had already grown too small 
as a result of a growing workforce. 

From a cramped canteen to an 
oasis of calm  

 
Q  What were the greatest challenges you faced 

when renovating the cafeteria?  

A  We had an enormous challenge on our hands 
before we could even begin with the renovation in 
earnest – we first had to excavate an uninterruptible 
power supply and a 100,000 litre gas tank. These 
had to make way for the new, Mediterranean-
style outdoor area. The renovation of the cafeteria 
also involved converting the previously 100% 
regeneration kitchen into a mixed kitchen, as a 
large proportion of the dishes are now freshly 
prepared. This required, for example, creating new 
food storage spaces and fulfilling additional hygiene 
requirements. Carrying out the ongoing renovation 
work while the cafeteria remained in full operation 
was always going to be very challenging, but my 
team worked incredibly well in this regard. Plus, all 
of our colleagues were very understanding, as they 
knew this work would bring them the new cafeteria 
they had been waiting for! 

Q  What things were particularly important in the 
design?  

A  Our goal was to create an area for rest and 
relaxation with a total of 460 seats, all of which 
are occupied at peak times; this was no easy 
task. With this in mind, we implemented certain 
acoustic measures, primarily in the indoor area, in 
order to reduce noise levels. Achieving a generally 
friendly, relaxed and peaceful atmosphere was 
important to us, so we decided on modern, bright 
furnishings with contrasting colour accents. Tables 
of various heights – ranging from high bar tables 
to the lounge furniture in the outdoor area – give 
the space structure and create an accommodating 
atmosphere. Furthermore, since the cafeteria is also 
to be used as an events centre by KNAPP AG, we 
kitted it out with the latest presentation technology. 

Q  What are the best things about the new cafeteria? 

A  The absolute jewel in the crown is the 
enormous Mediterranean terrace, which just 
radiates a holiday atmosphere – our employees 
can spend their breaks under palm trees or XXL 
parasols, with the calming babbling of a fountain 
as background noise. A dedicated barbecue area 
and bar will also be available for events such as our 
summer party. The seating capacity in the outdoor 
area has increased threefold and there is also a 
new coffee corner with its enormous coffee machine, 
where our employees can grab some breakfast. The 
redesigned cafeteria brings with it changes to the 
way the kitchen is run – the majority of the meals will 
now be freshly cooked, using a new front cooking 
station. This means that employees will be able to 
watch their meals being prepared before their own 
eyes. As logistics experts, we also wanted to add a 
touch of warehouse technology to the new cafeteria –  
so we installed a new conveyor belt for returning 
used trays. 

Interview with 
Facility Manager Armin Lang discusses this 

mammoth project, explaining how to turn a cram-
ped canteen into an oasis of calm. 



Q  How will we benefit from the new cafeteria?  

A  For our employees, the main benefit is obvious: 
the cafeteria is located on the grounds and is therefore 
in walking distance of every workplace. This means 
our employees avoid the need to drive and do not 
even need to leave the grounds – which is also good 
from an environmental perspective as it cuts down 
on CO2 emissions. The menu offers a huge range of 
meals at incredible prices, made with locally sourced 
ingredients. Using ingredients from the hills of Graz 
means we can guarantee high quality and contribute 
to the region’s economy. 

Our employees often have a very challenging 
workload, which makes a balanced diet particularly 
important for their physical and mental well-being 
and performance. Thanks to the diverse fare on 
offer and the new design which will bring peace 
and relaxation, the company is making a significant 
contribution towards the health and happiness of its 
employees. Plus, eating together on a daily basis 
plays an important role in our corporate culture and 
assists communication. Here, employees can get 
together in a relaxed atmosphere: you may encounter 
colleagues who you don’t otherwise have much to do 
with, or quickly iron out a few details face to face over 
soup and salad. The high number of meals that we 
dish out every day also allows us to optimally utilise 
the resources we keep on site – the quick delivery 
times from our suppliers in the region ensure we can 
maintain this sustainable business. All in all, a great 
success right across the board. 

The cafeteria in figures  
The development of the cafeteria reflects the 
growth of the headquarters over the past few 
years.  

Construction time
September 2015 to June 2016  

Investment volume 
more than 3 million Euro

Area 
Previously: 510 m²

Now: 1,170 m²

Meals served per year
2015 ► 115,779
2014 ► 105,223
2013 ►   94,887
2012 ►   85,127

Seating capacity
Indoors previously: 152 

Indoors now: 300
Outdoors previously: 54

Outdoors now:162

Extension and renovation work 
at the Hart bei Graz site in fiscal 
year 2015/2016

Purchase of a bordering property with 
a total area of approximately 2,800 m2 

and installation of an office container 
unit on the premises.

Renovation of the biomass heating 
system for the production halls and 
office building

Expansion of the KNAPP-Kinderwelt 
daycare centre 

Expansion of the cafeteria 

Armin Lang 
Head of Facility Management

With KNAPP since 1992

Armin Lang joined the company in 1992. After spending a few years in 
the Manufacturing department, he moved to the Global Procurement 
& Supply Chain Management department in 2005, where he took 
on his role heading up the newly created Facility Management 
department. Facility Management is responsible for the management 
and utilisation of buildings, technical systems and equipment. In other 
words: whether an employee needs a new desk, a light bulb needs 
to be replaced, a backdrop is required for a photo shoot, for the latest 
Annual Report, for example, or even the entire renovation of the site’s 
cafeteria needs to be managed, Armin and his team are on hand. 

At work I am most motivated by…
…the fact that no one day is the same as 

the next. Switching between daily tasks and 
ongoing building projects makes for an exciting 
mix which always keeps you on your toes.

My approach to each new challenge 
is…

…one of my strengths is that I tackle every 
project with a 100 percent positive attitude. No 
matter how complicated the task may seem at 
the outset, with enough vision even the most 
difficult project can be made a reality.

As a child I wanted to grow up to 
be…

…I did not know exactly what I wanted to 
be – I just knew that I wanted to travel a lot like 
my father. That day may still come. 



Company 

Headquarters
KNAPP AG
Hart bei Graz, Austria

Founded: 1952
Company premises: 119,723 m2

Employees at location: 1,700 

Employees worldwide: 3,023 
Locations and offices worldwide: 35
Order receipt 15/16: 650 million euros
Export quota: 97%
Research & development: 35 million euros
Systems worldwide: 1,700
Startups/year: 300

core sectors:
healthcare
retail
fashion
food retail 
industry 

Interesting facts 
Deliveries/year: 7,852 
Screws/year: 7.8 million
Coated surface/year: 181,000 m² 
Shuttles/year: 3,100 

Most up-to-date IT service standards
Highest concentration of certified ITIL®  
experts in all of Austria

Visitors/year: 11,650   
Acquisition: about 3,500 t steel and  
racks from Nedcon 

We speak your language 
2,493 documents translated 

in a total of 50 different languages 

10,000 emails per month 

4,000 customer phone calls per month 

24/7 support – 7 languages – 3 time zones  
centrally managed through the call centre 

Hotline: about 1.5 hours from incident report to solution 

Certifications   
Quality management 
ISO 9001
Occupational health and safety 
OHSAS 18001
Environmental management 
ISO 14001

Social responsibility 
Apprentices/year: 50
Federally recognized exceptional  
apprentice training company

KNAPP Coding Contest
Competition for junior programmers

The Chance
Long-term employees prepare for and 
complete apprenticeship certificate

World of Logistics tour – 
Experiencing logistics first hand

Company cafeteria 
Menus served/year: 115,779

KNAPP-Kinderwelt (child care)  
Child care capacity: 73 children
Kindergarten capacity: 45 children
Nursery capacity: 28 children

KNAPPvital:
Number of events/year: 241
Apples distributed/year: 25,000 kg 

Prizes and awards   
Austria’s Leading Companies
Austria’s most important business competition

TRIGOS Styria  
CSR Award 

Logistics Achiever Award 
with Alpha Pharm 
Category Gold

Logistics Technology Award 
Soo56.com
Most innovative product: OSR Shuttle™

SHD Logistics Award & Intralogistics Award 
John Lewis wins the Operations Award and the Gold 
Award in the warehouse automation category

Brand certified for Service 4.0™



Tanja Knapp

Günter Knapp

Sigrid Hofmann

Herbert Knapp

Supervisory board 

report
Dear Partner of KNAPP AG, 
dear colleague,  

It is with great pleasure and pride 
that we look back on an extraordinarily 
successful year in which, together with 
the individual companies in our group and 
our business partners, we put a multitude of 
one-of-a-kind logistics systems into operation 
around the globe. The integrated innovative 
developments as well as our services allow 
us to make a considerable contribution to the 
sustainable success of the company and 
the satisfaction of our customers.

Moreover, there were several new topics 
and developments at the headquarters 
and across the group, with the most 
important being: The expansion of the site 
at the company headquarters by purchasing 
neighbouring land and the buildings located 
there, thus, creating additional employment 
opportunities. ivii GmbH was established, 
pooling our innovations in the image 
recognition field in one single company to 
put us in the best possible position to serve 
new fields of application. Our shareholding 
in incubed IT GmbH has reinforced our 
previous cooperation in the Open Shuttle 
area. 

In the past business year, the Supervisory 
Board carried out its duties as set forth 
by law and by the Articles of Association, 
advised the Managing Board on a regular 
basis regarding the affairs of the company 
management and monitored its activities. 
The Managing Board provided recurrent, 
prompt and comprehensive information to the 
Supervisory Board on the economic position 

and development of the company as well as 
on important business cases.

The Supervisory Board conducted four 
sessions in the business year 2015/2016, 
in which the members of the Managing 
Board reported on the developments in 
their business areas as well as on the other 
companies in the group, and the Supervisory 
Board passed resolutions pertaining to 
current topics. 

The Annual Report and the Group 
Financial Statements of the KNAPP AG 
for the period ending March 31, 2016 were 
provided with the unqualified audit opinion 
by PriceWaterhouseCoopers Steiermark 
Wirtschaftsprüfung und Steuerberatung 
GmbH. It was furthermore determined that 
the Management Report of the Managing 
Board is compatible with the Group Financial 
Statements.

The Supervisory Board has discussed 
and checked in detail all the documents 
for the annual financial statements with the 
auditor and approved them in their present 
form. Regarding the use of the profits, the 
Supervisory Board endorsed the proposal 
made by the Managing Board.

The Supervisory Board would like to 
thank all the business partners for their trust 
and all the employees for their hard work in 
overcoming the challenges of the fiscal year 
2015/2016. 

Hart bei Graz, June 2016
Herbert Knapp, 

Chairman



Hofrat Dr. Herbert Knapp 
Chairmann
Em. Univ.-Prof. Dipl.-Ing. Dr. Günter Knapp
Deputy Chairmann

Univ.-Prof. Dr. Gunter Nitsche 
Mag. Helmut Grienschgl 
Mag. Helga Knapp until May 28, 2015

Mag. Tanja Knapp
Mag. Friedrich Möstl
Dr. Peter Wenger
Sigrid Hofmann since May 28, 2015

Works council delegates:
Ing. Wolfgang Silly
Ing. Helga Stocker
Heribert Plieschnig
Dipl.-Ing. Sandra Hoffmann

The supervisory board

Controlling
bodies

Gerald Hofer, MBA 
Chief Executive Officer, CEO

Dipl.-Ing. Franz Mathi
Chief Operating Officer, COO

MMag. Dipl.-Ing. Dr. Christian Grabner  
Chief Financial Officer, CFO

Heimo Robosch
Executive Vice President (EVP)

Ing. Bernhard Rottenbücher
Executive Vice President (EVP)

The managing board The management team



Franz Mathi, COO Gerald Hofer, CEO Christian Grabner, CFO

New 
dimensions  

Once again a record year. The KNAPP 
Group concluded the financial year 2015/16 
with a revenue increase of 25 percent 
and the highest number of employees in 
company history. A cause for celebration – 
but no reason to rest on our laurels, as the 
sector is currently entering a new era. The 
Managing Board, Gerald Hofer, Franz Mathi 
and Christian Grabner discuss successes, 
new challenges and visions for the future. 

The start of a new 
age of logistics 



A  Franz Mathi: Success can be measured 
by different factors – consulting the financial 
statement is of course one possibility. We 
are delighted that we were able to increase 
revenue by 25 percent to over 580 million 
euros in comparison to the previous year. Profit 
also increased significantly – we achieved the 
greatest ever result in company history. We 
were also able to increase the EBIT margin to 
over 5 percent. As a result, we far exceeded 
the thoroughly ambitious budgetary targets 
and are one year ahead of plan in terms of our 
strategic objectives. We also set a new record 
with our order receipt of 650 million euros. We 
are especially happy that this strong result 
was generated across all subsidiaries and 
individual companies of the KNAPP Group and 
that around 70 percent of the order receipt was 
generated by our longstanding customers. 
This means that we’re a considerable step 
closer to our aim of being industry partner. 

But not everything can be measured 
in numbers. Positive feedback from our 
customers serves as confirmation of our 
success and is always a highlight – particularly 
when we succeed in implementing an 

Q  KNAPP AG has again achieved a 
record turnover this year. Which factors 
influence this success – what special 
moments stood out this year?

especially demanding project. Another factor is 
our innovative strength. Once again, KNAPP 
invested around 35 million euros in research and 
development. It’s important for us to leave our 
mark on the industry with new technologies, new 
products and new system solutions. 

Against the background of internationalization, 
we were also able to define the direction of our 
future goals. We successfully expanded our 
infrastructure in the core regions. 

What’s more, we also reached a new record 
in human resources. As a result of the group 
expansion of 300 employees, we were able to 
welcome the 3,000th employee to the KNAPP 
family.

In order to cope with such enormous growth, 
we established comprehensive knowledge 
management to support our young personnel 
and safeguard our expertise in the long term. My 
personal highlight is always MOVE – our exhibition, 
which has by now become a tradition. As part of 
MOVE, we work together with our customers to 
develop the solutions of the future. Last autumn 
we were delighted to once again welcome 500 of 
our customers from across the world to our site in 
Hart bei Graz. 

Past, present, future – how do they 
influence one another? Which technologies or 
ideas from 25 years ago shape our present? 

25 years ago, I was occupied with imaging technology. 
Back then, we could only dream of the speed with which we 
can now process images with our Vision technology. At that 
time, science was devoted to the area of artificial intelligence. 
Today, we still don’t have the computing power to reproduce 
human neuronal structures in computer form (but this may 
still come). Nowadays we are a considerable step further 
with artificial intelligence. We can locate grip points in real 
time, provide a robot with this information and the robot uses 
this to make a decision. The high degree of networking also 
provides us with considerable advantages today; it enables 
us to link information in real time, thereby providing the 
foundation for innovation. 

One step further – how will these 
technologies have developed in 25 years’ 
time?  

We can only speculate about the future. But I believe 
that we will have come much closer to artificial intelligence. 
We can already see the direction it’s headed today, with free-
moving vehicles or assistance systems, for example, and 
not only in industry but above all in day-to-day life. Will this 
provide us with any advantages? Difficult to say. In any case, 
our lives will change and in certain areas will be made more 
comfortable. Those who are able to derive new innovations 
from the technological inventions will be those sure to profit 
and of course, at KNAPP we want to be at the forefront. 
Here, the appropriate framework is necessary, namely 
national economies that invest significantly in research and 
development. 

Franz Mathi, COO
With KNAPP since 1999

Franz Mathi began his career at KNAPP as project manager. From 2002 to 2007 
he was responsible for the area Product Management and Innovation. Starting 
in 2007 he took over company management for the KNAPP Logistik Automation 
GmbH (from July 1, 2009 KNAPP AG) and was named Chief Operating Officer on 
the Managing Board in 2012.



Let’s travel 25 years into the past. What would 
you tell your past self about the future? Which 
advice would you give yourself for the path 
ahead?  

Even at the risk of my past self laughing at me, I would tell 
him that he will one day be the CEO of a large, international 
company with over 3,000 employees, which is one of the most 
innovative companies in its sector. And another thing that’s 
really important – I would tell myself that you shouldn’t have any 
fears for the future. This ties in nicely with the following piece 
of advice: enjoy life, in everything that you do – even at work. 
Far too often, we’re not able to enjoy the moment and this is 
something that we often only realize with hindsight. 

You travel 25 years into the future and a report 
about KNAPP falls into your hands. What do you 
read?  

I’d have to think about how old I’d be... (laughs). If, in 25 
years, I were reading the paper or whatever else exists then, 
I would read in the business section about the global player 
KNAPP, who operates globally with over 10,000 employees, 
who has developed new business models, offers excellent 
services in the service sector and is an indispensable part of the 
success concept of its customers. I would read about a young, 
dynamic team and a company culture that sets itself apart from 
other companies. I look forward to reading the report! 

Gerald Hofer, CEO
With KNAPP since 1995

After joining the company, Gerald Hofer headed sales for Italy and in 1996 became  
head of the area Marketing & Sales. In 2001 he made the move as Managing  
Director to the KNAPP subsidiary KNAPP Systemintegration GmbH in Leoben. 6 years  
later he returned to the management team in Hart bei Graz. In 2010 he joined the  
Managing Board of KNAPP AG and took on the role of Chief Executive Officer in 2012.

A  Gerald Hofer: With our new division Industry 
Solutions, we are primarily turning our attention 
to manufacturing and operations linked with 
manufacturing. We’re convinced that we can 
transfer our process technology and our expertise 
in automation over to the industrial sector. We have 
already demonstrated this in several projects, such 
as with the automobile supplier MSG or with 
the injection moulding machine manufacturer 
ENGEL. We have seen that our shuttle solutions 
based not only around the YLOG-Shuttle and the 
Open Shuttle, but also around the Industore, have 
been very well-received and meet the demands 
of the sector. The latest requests we have received 
reveal that numerous companies in the industrial 
sector have become aware of us and that we have 

Q  The KNAPP Group has been active in 
the pharma and healthcare, fashion, retail 
and food retail sectors for years. In addition, 
the company has also expanded its focus with 
the Industry Solutions division. How has this 
young sector developed during the previous 
business year? 

been able to establish a firm foothold in 
our new core business area. The latest 
requests and projects also greatly exceed 
the expectations and targets we set for 
our new division. This was also possible 
thanks to the close collaboration with our 
subsidiary KNAPP IT Solutions that 
has specialized in SAP® EWM solutions. 
The outlook for the sector is therefore 
extremely positive and we have good 
reason to hope that this sector will develop 
accordingly over the coming years. I am 
also convinced that our comprehensive 
portfolio of products and system solutions, 
together with our expertise mean that we 
have a unique selling point on the market.  

The new division Industry Solutions tends 
to the needs of manufacturing and opera-
tions linked with manufacturing.



A  Christian Grabner: First of all, KNAPP is represented 
globally and this will never change – we maintain a 
local presence regardless of regional and economic 
fluctuations, and are there for our customers. 

The entire Western, Central and Northern European 
area has developed extremely positively. We are 
particularly pleased that the Southern European area 
is also showing considerable improvement in the 
aftermath of difficult times; we have a traditional and 
well-established presence here and have numerous 
longstanding customers in the area, as well as new 
customers who are once again investing heavily. Due to 
economic development and the strong growth rates, 
the entire North American region has also become a 
large market for us. The current market situation in South 
America, however, is generally difficult. Here, we are in 
the process of bolstering our subsidiary in order to 
provide our customers with considerable advantages 
in terms of delivery time, service and price, through 
local manufacturing. These measures also enabled us to 

gain several valuable projects and send 
our customers an important message 

– that we will continue to support them. 
Another challenge is the current situation 
in Russia. We remain in constant contact 
with our customers and potential new 
customers there through our local 
subsidiary, in order to provide them with 
optimal service. The expansion of our 
local value creation for the Asian market 
in neighbouring China is progressing 
well; we have recorded a good level of 
order receipt and the number is rising 
in the region. Furthermore, we are also 
focussing in particular on regions where 
automation is already possible, such as 
Australia, where we were able to acquire 
several new customers over the past 
business year.

The biggest challenge that our 
customers require us to overcome, 
is flexibility. Business models are 
increasingly difficult to plan and they 
require system solutions that develop 
together with the customer and that 
support them in each and every phase in 
the best way possible. KNAPP recognized 
this challenge several years ago and has 
turned it into one of its greatest strengths. 
This means that we are in the position 
today to offer our customers solutions 
that are ready for production, in order 
to overcome their current challenges. 
This also distinguishes us as a partner. 

Q  How have markets and the market 
environment developed? Which global and 
regional challenges have become apparent?

strong development

expansion of local 
value creation

Western
Europe

Central
Europe

North 
Europe

strong growth

North
America

Asia

considerable improvement

Southern
Europe

partner in  
challenging times

South
America

Christian Grabner, CFO
With KNAPP since 2006

After joining the company, Christian Grabner worked for 2 years in 
Controlling and Cost Accounting and in 2008, headed the division. In 
2011 he changed to the company management of KNAPP AG and 
accepted the duties of Chief Financial Officer in the Managing Board 
of the company in 2012. 

If you were to travel 25 years into the 
future – what would you find?  

I’m convinced that in 25 years, KNAPP will 
be occupied with issues that we can’t possibly 
imagine today. Of course, I would be really 
interested to know what impresses our customers 
in the year 2041 and be able to implement this 
today. But, we’ll have to wait and see. Either that, 
or invent a time machine! 

Which moments in company history 
would you like to relive? 

Each and every moment when an employee 
or a customer spoke enthusiastically about us. 
Also moments when courageous new ideas were 
brought to the table and we began working on 
implementing them. It’s impossible to experience 
too many of moments like these and I hope that I 
will be part of many more of them. 



The entire fashion 
sector is currently 
booming. Numerous 
new customers came on 
board and the turnover 

generated in the fashion business 
area increased significantly. Rising 
demands in terms of flexibility, 
speed, price and quality as 
well as the increasing tendency 
towards omni-channel distribution 
mean that smart automation 
solutions such as matrix sortation 
with a pocket sorter system are 
required to guarantee the long-
term success of our customers. In 
the past business year, KNAPP 
was able to position itself more 
favourably not just in Europe, but 
in the fashion sector in the USA 
as well. 

A  Gerald Hofer: For us, industry partner means being the partner 
in the respective core sector. We are focussing on a decentralized 
organization across the entire group; all our subsidiaries worldwide 
serve as focal points and we are applying our business area structure 
to all of them. In reality, this means that our customers in the USA 
for example, have a contact person for each sector. Moreover, in the 
coming year we are planning to target key markets where we have only 
limited representation or none at all. 

Q  KNAPP considers itself to be industry partner. This includes 
the global subsidiary network of over 35 sites. How are the 
subsidiaries being strengthened for future tasks? 

Food retail developed 
extremely positively; in 
particular, the market 
position in the online 
food retail segment was 

significantly reinforced. Over 
recent years, special solutions 
were consistently being developed 
for food retail. Alongside solutions 
such as E-Grocer or FAST picking, 
specialized software solutions for 
packing arrangement calculation 
are also available. Special solutions 
for pallets like the Pick-it-Easy Move 
picking system or free-moving Open 
Shuttles went into operation for the 
first time at the food retailer SPAR. 
The company has strengthened its 
position by bringing Rudolf Hansl, 
Managing Director of KNAPP 
Systemintegration and leader of the 
food retail business unit, on board. 

The new core sector 
industry has had an 
excellent business year, 
exceeding all expectations. 
The portfolio of solutions 

for production logistics, particularly 
based around shuttle technology, 
has been very well received 
on the market. With innovation 
and expertise in delivering 
solutions, KNAPP has already 
positioned itself well in the new 
market; we already succeeded 
in implementing several projects 
over the past business year. The 
outlook in this sector is promising. 

The core sector retail 
also experienced a strong 
year – numerous big 
players on the market were 
won over as customers. 

This is particularly impressive if you 
consider the great deal of pressure 
exerted by competitors in the sector. 
Over the past business year, KNAPP 
once again succeeded in realizing 
pioneering projects that emphasize 
the company’s expertise in delivering 
solutions. In particular, the innovative 
shuttle pallets based around the 
OSR Shuttle™, Open Shuttle and 
YLOG-Shuttle convinced a great 
deal of customers. A strong trend 
towards internationalization can also 
be observed in the retail sector; the 
outlook in Asia, the USA and other 
markets continues to be positive. 

Overall, our aims are decentralization 
and globalization, and we are handing 
over an increasing number of functions 
and responsibilities to our subsidiaries, 
such as on-site management, software 
programming and installation work. This also 
entails establishing resources on a global 
scale accordingly; today, a third of our 
employees are outside of Austria, scattered 
across the entire world. In the coming years, 
this share will increase significantly. 

Moreover, we are planting targeted stimuli 
in certain regions – not just where things 
are going well, but also in markets that are 
currently more challenging, such as Brazil. It 
is incredibly important to us that we stand 
side by side with our customers – even 

in difficult times. The positive feedback we 
receive from our customers strengthens our 
resolve to do so. We are also in the process 
of expanding our sites in North America and 
China. In Europe – our strongest sales region 
we are also aiming for growth and to expand 
local subsidiaries. At this very moment, we 
are expanding our business rapidly in France, 
Italy and Spain – countries which are once 
again benefitting from investment after a 
weaker period, in order to be in a position 
to deal with the surge in demand effectively. 
We also see this as confirmation that our 
approach is the right one – to support our 
customers even in difficult times with local 
sales and services so that we can get going 
again together.  

The extremely high 
level in pharma and 
healthcare rose even 
higher. One reason 
for this is progressing 

automation in the area of serial 
number tracking based on new 
legal provisions such as the 
Delegated Regulation 2016/161 
for the improvement of patient 
protection in Europe, or the Drug 
and Supply Chain Security Act 
(DSCSA) in the USA. Warehouse 
consolidation, increased numbers 
of articles and flat ABC curves 
have led many customers to 
invest in automation technology. 
Solutions such as the KNAPP-
Store, Vision technology or the 
Pick-it-Easy workstation series 
strike a chord within the sector. 



A  Christian Grabner: I think the essential 
elements here are company culture 
and strategy. Our company culture, in 
which entrepreneurial activities, courage, 
openness, appreciation, reliability 
and creativity serve as central values, 
contributes considerably to solidarity 
and collaboration within our growing and 
multinational KNAPP family. Company 
culture is not a static pillar that is once built, 
reverently admired, dusted every now and 
again, and presented to visitors – it is a 
living, continually growing and developing 
organism that exists in the heart of the 
company and that needs to be actively 
maintained and lived. 

The second important factor is company 
strategy. The right strategy provides 
each of us with a framework and an aim. 
The company strategy also serves as a 
compass needle that shows us where we 
need to go. Here, it’s important that each 
and every employee has the opportunity to 
make decisions quickly and independently, 
and that they make use of this opportunity. 

A further key factor is active 
communication across the world. At 

Q  The KNAPP family now comprises 
over 3,000 employees from numerous 
countries. How can so many different 
languages, cultural backgrounds and 
time zones be reconciled? 

KNAPP this is facilitated in several ways, 
such as at the annual Global Meetings 
in our various business divisions, during 
which colleagues from around the world 
come together to exchange ideas, network, 
and give colleagues from other regions an 
insight into their markets. Thanks to our 
central intranet and information system, we 
make sure that every employee can access 
important information, regardless of where 
they are in the world. In these digital 
times, however, personal contact is also 
incredibly valuable and travel often a 
wise investment. Of course, it’s not always 
possible to be directly on site, which is why 
we have installed state-of-the-art video 
conference rooms to facilitate and improve 
global communication with the subsidiaries 
as well as with our customers. 

Overall, I believe the internationality 
of our company to be a challenge, but 
one that is also fun and makes being part 
of the KNAPP family exciting. We sense 
an optimistic spirit throughout the entire 
company, carried by the exciting challenges 
brought by our customers, tremendous new 
technologies and the global development 
opportunities for our employees. This 
optimistic spirit, our enthusiasm for what we 
do, is a key element of our global company 
culture, as enthusiasm knows no 
boundaries, and transcends language 
barriers and time zones. We often receive 
the feedback from customers that they don’t 
just value our expertise in delivering logistics 
solutions, but also that KNAPP employees 
are the smiling people of intralogistics. 

A  Franz Mathi: I find the choice of 
the term Logistics 4.0 – derived from 
Industry 4.0 – to be rather unfortunate 
and it’s used in a far too inflationary way 
in all areas of life. Essentially, it represents 
the evolutionary steps in manufacturing 
from mechanization, via electrification, 
automation and now to computerization 
in the fourth technological age. Naturally, 
this impacts all sectors, including logistics. 
If we apply it to distribution logistics, two 
trends are apparent. On the one hand, 
distribution logistics is becoming more 
and more important across the entire 
supply chain. The boundaries between 
the upstream and downstream processes 
are blurred, and the sales channels flow 
into each other – this poses considerable 
challenges in distribution logistics. On the 
other hand, the availability of an article 
in conjunction with the end user is 
also becoming increasingly important. 
Distribution is therefore developing into 
a progressively important attribute of an 

Q  Logistics 4.0 has developed into the 
byword of the sector. How can the demands 
of Industry 4.0 be met? 

article – one that is comparable to 
price, quality or marketing. Both 
these trends are pushing the issue 
of flexibility – another fashionable 
word that is often used incorrectly – 
to the forefront. Flexibility doesn’t 
mean that our customers don’t know 
today what will happen tomorrow –  
that was the case 10 years ago. 
Based on the aforementioned major 
trends, flexibility means breaking 
down fixed system boundaries with 
scalable solutions. We have already 
been offering this with our shuttle 
technology for over 10 years. But new 
developments based around our free-
moving Open Shuttles or our Vision 
technology in quality assurance 
are today opening up completely 
new dimensions of flexibility. Our 
concepts in this regard are all-in-
shuttle, zero defect warehouse, low 
complexity warehouse and smart 
warehouse. Behind these concepts, 
we are constantly striving to achieve 
greatest possible flexibility and 
break down rigid structures through 
the combination of smart underlying 
technologies and processes. This 
also means that our solutions now 
go beyond the walls of distribution 
centres and enter into other areas of 
the supply chain. 

Flexibility
The boundaries between supply chain processes are blurred
Distribution as a key feature of an article



KNAPP 
in motion

EFFICIENT, INTELLIGENTLY 
AUTOMATED LOGISTICS 
SOLUTIONS TO COPE WITH 
THE VAST STREAM OF 
GOODS

SOCIETY’S GROWING 
DEMANDS  

AVAILABILITY 
AND FLEXIBILITY 

KNOWLEDGE 
MANAGEMENT AND 
TRANSPARENCY 
WITHIN THE COMPANY 

SUCCESS 
THROUGH 
STRONG 
PARTNERSHIP

MAKE 
KNAPP 
THE 
BYWORD 
IN  
LOGISTICS

THE

VISION.
WHAT WE STAND FOR

MAKING 
COMPLEXITY 
SIMPLE

ENVIRONMENTALLY SOUND, EFFICIENT 
AND SOCIALLY BENEFICIAL LOGISTICS 
PROCESSES 

PARTNER 
FOR THE 
INDUSTRY

THE

MISSION.
HOW WE ACT

THE

AIM.
WHAT WE WANT TO ACHIEVE

Logistics 4.0
LEAP INTO A NEW AGE  
OF LOGISTICS

KNAPP BRINGS
LATEST TECHNOLOGIES 
INTO WAREHOUSE 
LOGISTICS

INDUSTRY-SPECIFIC 

EXPERTISE

DEVELOP 
TAILORED 

SOLUTIONS

THE COMBINATION OF 
INDUSTRY-SPECIFIC 

EXPERTISE AND 
TECHNOLOGICAL KNOW-
HOW IS THE KEY TO OUR 

SUCCESSFUL SOLUTIONS.  

KNAPP2020
STABILITY AND RELIABILITY FOR OUR 

PARTNERS AND EMPLOYEES. 
THE KNAPP NETOWORK SPANS THE 
GLOBE AND CONTINUES GROWING.

CREATE  
SUSTAINABLE  
SUCCESS AND 
COMPANY VALUE 



what we stand for 
How is it done?

Logistics makes it possible. Without efficient, 
intelligently automated logistics solutions, the vast 
stream of goods moving around the world every day 
and the growing demands of our society in terms of 
the availability of goods and flexibility could never 
be managed. 

Partnership
Success through strong partnership. We 

partner with customers, employees, society, the 
environment and suppliers, and regularly exchange 
experiences with all, enabling us to create unique 
solutions and facilitate sustainable growth. We 
are industry partners: we continuously accept new 
challenges from our customers and their sectors 
and support them in the best way possible. 
Our company is oriented towards sustainability 
and, as a member of society, we are aware of our 
responsibility and look at all of our activities from an 
ecological, economic and social point of view. 

KNAPP moves logistics … 
…and responds to current requirements. 

KNAPP is committed to precisely this task: as a 
supplier of all-in-one intralogistics solutions, we 
see it as our responsibility to sustainably shape 
and influence logistics worldwide through our 
work, making the name KNAPP inseparable from 
the term intralogistics. Our vision is therefore: 
Make KNAPP the byword in logistics! 

The byword in logistics
Logistics moves the world and this world is 

moving faster and faster. 
Logistics is shaping everyday life. When the 
logistics chain runs like clockwork, we hardly 
even notice it. The medication we need is in 
stock at the pharmacy; supermarket shelves 
are always full; the brand new smart phone is 
available online and a few clicks later a new pair 
of shoes is in our virtual shopping cart. Just 24 
hours later we have the goods in our hands.  

making
complexity

simple
Innovation and tradition

Innovation is a tradition at KNAPP. Thanks to the 
founder Günter Knapp, an inventor and visionary of 
his time, the spirit of invention is still an essential part 
in the company DNA of KNAPP. 

We have more than 60 years of experience and 
expertise in the logistics industry, which we have 
influenced through our innovations time and again.

The sector is quite engaged with logistics 4.0 – for 
the challenges of this new age of logistics, we provide 
our newest technologies and solutions and bank on 
research, development, innovation and furthering 
knowledge. 

Our solutions reflect our motto: making 
complexity simple. In an increasingly demanding 
logistical environment, we design efficient and simple 
processes and optimize their sustainability and 
profitability by cleverly implementing the perfect mix 
of technologies. Our technologies focus on individuals 
and their well-being. We automate processes where 
it is useful and practical, and in other areas our 
technologies assist people in their daily work. 



how we act 
We build on strong foundations

The company values of reliability, courage, openness, appreciation 
and creativity form the foundation for sustainable growth and success and 
span across all our activities like a network. These values are put into action 
by our employees as they deal with customers, with society as well as with 
the environment and, in the same manner, all actions and decisions are 
influenced by the company values. 

We engage in open dialogue 
Listening, understanding, implementing, improving – constructive 

interaction is highly valued in our relationship with customers and employees, as 
well as with society and the environment. As an internationally orientated company, 
we are open to other cultures: we engage in open dialogue with all of our partners 
and interact with mutual respect and esteem. Mutual trust creates the basis for bold 
new solutions. 

We offer comprehensive solutions 
KNAPP is the solution provider: We offer one-stop complete intralogistic solutions 

that span from design to production and from installation to comprehensive on-going 
care. Our passion for the business of our customers drives us to continually improve. 
In our core sectors healthcare, retail, fashion, food retail and industry we have 
systematically built up our experience and expertise, and offer our customers unique 
solutions and services. Our work is distinguished by our reliability throughout our 
projects and our courage to tread unknown paths to find optimal solutions. 

Building on our positive company values and 
expertise, we utilize our knowledge wisely and 
promote the continuous development of our 
industry-specific expertise. We are clearly 
committed to research and development and use our 
experience to remain at the technological forefront. We 
encourage knowledge management and transparency 
within the company – our employees actively share 
their knowledge to learn from each other with lively 
exchange between customers and research partners. 

The training and further education of our employees 
is of great importance to us, and we offer custom 
training courses and modules in-house. We also 
support employees who undertake further training 
or complete their degrees. In training managers, we 
provide targeted support in professional and social 
development. Our employees have a high degree of 
personal responsibility and motivation. The leadership 
style applied in the company, management by objectives, 
provides room for creativity, which is necessary for 
advancing innovation.

We assume responsibility
We contribute to making logistics 

sustainable and endeavour to create 
environmentally sound, efficient and 
socially beneficial logistics processes 
and achieve a balance between 
economic and ecological efficiency. This 
is why we are able to create sustainable 
corporate value. 

KNAPP has an integrated 
management system and is certified 
in the areas of quality management 
(ISO 9001), occupational health 
and safety (OHSAS 18001) and 
environmental management (ISO 
14001). We continuously implement our 
environmental policy, derived from our 
company values, across the company. 

Every day, our employees put in 
extraordinary work that guarantees 
the success and satisfaction of our 
customers. Targeted internal measures 
help us to support our employees in 
enjoying a good work-life balance. 

We encourage  
knowledge and progress



what we  
want to achieve 
Keep moving
The buzz word logistics 4.0 represents the leap into a new age 
of logistics. At the centre of this era is the smart networking 
of man and machine. Quality, performance and the ultimate 
in flexibility along the entire supply chain are making gains in 
importance. As a strong partner, our solutions open the door for 
our customers to this new dimension in logistics and together, 
we create long-lasting success and company value. Thus, 
we secure a stable work environment for our employees 
during times of economic turbulence.  

Eyes on the future 
We are actively working today for the future. With the 

KNAPP2020 programe our aim is to support growth throughout 
the company and to secure long-term economic success for 
the company. Thus, we create stability and reliability for our 
partners and employees. 

Our spirit of invention is the driving force. Innovation and 
development are the keys to sustainable, future-orientated and 
flexible automation solutions. Optimum processes in project 
management and transparent communication enable us to give 
our customers the crucial competitive edge and create added 
value and investment security. 

The KNAPP network spans the globe and grows 
continuously: targeted measures serve to bring all members 
of the group closer together to improve communication, 
responsiveness and service and to make use of synergies. The 
path to success requires the commitment and motivation of 
each individual employee. Together, we accept the challenges 
of the future and use them to help us further improve and grow. 

 



Company
in profile  

more than 3,000 people worldwide and serves 
customers on every populated continent on earth. In 
line with the company slogan,  making complexity 
simple, KNAPP specializes in automated all-in-one 
solutions and customized software for intralogistics 
as well as production and distribution logistics. The 
KNAPP Group is a company with a solid reputation –  
shaped by its philosophy, innovative power and 
entrepreneurial responsibility – and is proud to 
be a little different from all the others. KNAPP AG 
Managing Directors Heimo Robosch and Bernhard 
Rottenbücher provide insight into the day-to-day 
business and perspective on future trends and 
developments. 

More than 
just a big 
name

Founded more than 60 
years ago as a 2-man 
operation, today the 
KNAPP Group employs 
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A  Heimo Robosch: The right partner – 
in a sense, the answer is provided by the 
question, because I am firmly convinced that 
next to the quality of our products and the 
technological lead our system solutions have, 
our approach using long-term partnerships 
represents an important distinguishing 
characteristic. Simply put, this commitment 
to collaboration, which goes far beyond a 
conventional customer-supplier relationship, 
creates in the end the basic conditions for 
long-term successful cooperation. 

The huge vote of confidence by our 
customers and resultant successes 
worldwide are, for us, the best motivation to 
continue to view partnership as an essential 
element of our corporate strategy and to live 
it out in the daily work of our project teams.

Q  Why is KNAPP the right 
partner – what makes KNAPP 
different from other suppliers?

Q  What are our customers dealing 
with? With what requirements are 
customers approaching KNAPP?   

A  Bernhard Rottenbücher: Above all, our customers 
are facing ever-increasing demands to be able to 
deliver, as well as for delivery quality. Completely new 
business models are developing faster and faster and 
call for the utmost in simple, manageable processes 
and flexible systems.

As one-stop supplier of tailor-made systems, we 
support these trends and offer our customers solutions 
that help them to conduct their daily business ever 
faster, more reliably and cost-optimized. Here, it is 
especially important to us to approach all important 
aspects of modern logistics in the same way. Ergonomic 
work stations that are tailored to the respective needs, 
as well as intelligent concepts and material flow 
control systems, support the warehouse operating 
company in focusing on the important tasks of the core 
business. To make complex processes as manageable 
as possible is the credo that is behind our slogan 
making complexity simple. We expect that logistics 
will develop further and more dynamically in this 
direction and are in position, through consistent further 
development of our solutions and services portfolios, 
to optimally support our customers both today and 
tomorrow. Designing systems for flexibility, a result of 
the demands and developments of Industry 4.0, has 
already been anchored in our thinking and acting for 
many years. Through these innovative advances, we 
design intralogistics with our products and solutions 
and ensure the long-term success of our customers. 

Your personal highlights of the past 
fiscal year?  

For me personally, the highlights of the past 
business year were to observe how our positive 
corporate culture affects people, especially our 
numerous new employees, and to see how fast they 
become part of the team, get their bearings in our 
dynamic environment and excel at their work. 

Naturally, it was also a year with many great 
challenges: a yet unprecedented number of complex 
customer projects were successfully undertaken. 

Last but not least – every year anew, it’s 
great to be allowed to shape a company with the 
innovative power of KNAPP. With our solutions we 
will continue to shape the world of intralogistics and 
offer our customers decisive advantages. This lets 
me look ahead to the new business year with great 
optimism. 

Heimo Robosch, 
Executive Vice President, KNAPP AG 
With KNAPP since 2001

After he joined the company in 2001, Heimo Robosch was active in 
the Sales Team for Southern and Eastern Europe and soon became 
Head of Sales for the UK, Ireland and Scandinavia. In 2007, he 
assumed leadership of a newly established business unit specializing 
in highly integrated projects. In 2012 Heimo Robosch was called to the 
KNAPP AG Management, where he is responsible for the areas Sales, 
Systems Engineering and Project Management. 



Q  Customized, flexible all-in-one solutions 
are the specialty of the KNAPP Group. How do 
you tailor a made-to-measure logistical suit –  
what advantages are there in a one-stop 
solution?

A  Heimo Robosch: In keeping with the example of the made-
to-measure suit: first and foremost, the quality of the fabric 
and the skilled craftsmanship of the tailor are important. In the 
logistics sense it means that KNAPP uses basic products and 
solution modules for the customer’s system that not only meet 
the highest demands for quality but, through their innovation, 
are also setting trends for the sector. Coupled with our teams’ 
specialist and sector expertise and combined with the flexibility 
of our KiSoft software modules, we have the chance, together 
with our customer, to create just the right complete solution – 
one that fits the customer like a custom-tailored suit. The 
solution stands out: tailored to the respective business model 
with sufficient flexibility to deal with future changes.

Now we come to the second part of the question: this very 
connection of modules to form a complete solution in lieu of just 
stringing technologies together is what I see as one of the KNAPP 
core competencies. We take a holistic approach to integrating 
each system that does not end at system implementation, but 
also includes support, optimization and adapting a solution 
across its entire life cycle. For our customers this results in 
an enormous minimization of risk in the implementation and 
startup phases of the solutions. Furthermore, our customers are 
assured of receiving optimal support when their basic business 
conditions change and therefore of having the ability to exploit 
the maximum benefit from the investment.

Q  With KNAPP Industry Solutions, 
KNAPP has expanded its sector focus 
and now offers solutions for production 
logistics. What synergistic effects are 
there with the other core sectors of the 
KNAPP Group? 

A  Bernhard Rottenbücher: In industrial and production 
areas, the trend is really moving away from mass production 
and towards lot size 1. For example, today there is hardly 
one car coming off the assembly line that is the same as 
another – they are manufactured according to customer 
request. The production methods must therefore always be 
adapted to individual customer requests, and flexible and 
adaptable systems are growing in importance. Basically, 
we have been familiar with these demands for a long time 
from our other core sectors – healthcare, fashion, retail and 
food retail – resulting, naturally, in interesting synergies. 
High demands for quality, for example, are standard for us 
in the pharmaceutical and healthcare sectors. We know 
about ideas such as lot size 1 or flexible processes from the 
e-commerce segment, which meanwhile span all our core 
sectors. Efficiency and performance are becoming more 
and more important in industrial and production logistics, 
and here as well we have proven solutions. Aside from 
this, the human factor continues to play a decisive role: 
here, we also draw on our developments and experience 
in ergonomics and usability. We take this experience, 
expertise and numerous best-practices from past years 
and decades in a concentrated form and implement them 
in the production and distribution areas, adapting and 
scaling them to sector-specific demands. 

Q  With what innovations and 
solutions does KNAPP support its 
customers? 

A  Heimo Robosch: There are so many 
evolutionary and revolutionary product innovations, 
together with proven system solutions that we 
can offer our customers, that I cannot even begin 
to name them in this interview. However, the 
highlights would certainly include the expansion 
and flexibilization of our solutions surrounding 
the shuttle technologies – for example, triple-
deep storage in the OSR Shuttle™, the flexible 
YLOG-Shuttle as well as on-going developments of 
these concepts, which are setting new benchmarks 
in storage and goods-to-person picking. 

Outside of the rack line systems, we are 
completely redefining the use of conveyor systems 
and therefore, the entirety of transportation in the 
warehouse, through our concepts for autonomous 
Open Shuttles for cartons, containers and pallets. 
Furthermore, the pallet is currently the focus of 
our optically guided KiSoft Vision systems: this 
affects Vision Central Belt with fully automatic 
picking, user guidance through augmented 
reality and robotic picking. We are positioned 
to offer our customers undreamed of possibilities 
with the innovations supporting our zero defect 
strategy, as well as in the areas of precision, 
quality and human-machine communication. Also 
worth mentioning is that these innovations are in 
no way prototypes, but are available, ready for 
production and successfully in use with customers 
of the KNAPP Group. 



A  Bernhard Rottenbücher: We look at all activities from 3 points of 
view – economics, ecology and social compatibility. Sustainability is 
not just a nice-sounding fashionable word for us, but a permanent part of 
our company life, enriching the collaboration with customers, suppliers 
and society and to which every employee contributes within the scope of 
his or her responsibilities. 

Our sustainability program includes many building blocks, both great 
and small, and spans across all areas of the company. It starts with 
e-bikes and e-cars for our building services, includes company-wide video 
conference tools to save on business travel, and extends all the way to the 
development of sustainable products and the realization of sustainable 
logistic concepts for our customers. With our purchasing strategy, think 
global, act local, and our resource-conservative manufacturing 
according to the highest quality standards, we achieve an appreciable 
contribution to sustainability.

Furthermore, we are convinced that a comfortable work environment 
is the key to long-term high quality for our solutions, services and 
innovations. Our employees work with enormous capacity every day and 
deserve an environment in which they can develop their full potential. Our 
contributions as a company to providing a comfortable work environment 
and to facilitating work-life balance are, for example, our health 
program, KNAPPvital, the company cafeteria or our KNAPP-Kinderwelt 
kindergarten, as well as continued education provided in our in-house 
KNAPP Academy.

Q  Social responsibility and sustainability are part 
of the company philosophy: What measures does 
the company implement?  

Your personal highlights of the past 
fiscal year?  

Along with the successful startups of many 
complex large projects and a record-setting fiscal 
year – highest order receipt, highest turnover, 
highest number of employees in company 
history – my personal favourite was the KNAPP 
Systemintegration (KSI) Christmas party. KSI 
celebrated 20 years of success with the theme Back 
to the Future – which was a very touching moment 
for me and the more than 400 employees of KSI, 
who proudly looked back at the past 20 years and 
who look to the future with top motivation. 

Bernhard Rottenbücher
Executive Vice President, KNAPP AG 

 With KNAPP since 1997

Bernhard Rottenbücher entered the KNAPP Group in 1997 as Head of 
Materials Handling at the Hart bei Graz location; starting in 2000, the 
areas Production and Development were additionally placed under 
his leadership. In April 2003 he became Managing Director of KNAPP 
Systemintegration GmbH in Leoben and, in 2012, was called as 
Executive Vice President to the KNAPP AG Management. Since October 
2013, Bernhard Rottenbücher has also been the Managing Director of 
the new KNAPP Industry Solutions GmbH in Dobl. 



Innovation 
is our  
tradition Further products:

Automatic  
doughnut-filling 
machine
Milk pump 
Lifts 
Vertical lift conveyor

1950sFoundation 
building 

Business model:  
Can we build it? Of course we can!

Engineer Günter Knapp 
establishes his sole 
proprietorship.1952 

Location:
Graz, Austria
Industry:
Mechanical 
engineering
Employees: 3

1960s

First product:

Oil burner 
Oil burners, which at the 
time came from the USA, 
were not suited to the 
thicker Austrian heating 
oil. Günter Knapp built an 
oil burner with a larger 
atomizing nozzle. 
Günter Knapp obtained his 
first patent for this product.

1st Patent

Conveyors  
get things going  

Business model: 
Driven by the spirit of invention

Location:
Graz, Austria

Premises:
12 x 12 m hall 
and one office

Why the 
pharmaceutical 
sector?  
One often needs a bit of luck, a little 
intuition and the courage to make the right 
decision.

Günter Knapp recognizes the potential for 
automation in pharmaceutical wholesaling: 
the medicine cartons are easily automated, 
transit times are fast and the demand for 
rapidly supplied medicines is increasing. 

Vision
Autopicker  

for pharmaceutical wholesalers. He 
holds onto the idea, even though 

the market is not yet ready.

First customers in the region 
Stiefelkönig,  

Kastner & Öhler,  
Herba Chemosan

Green light for  
conveyor systems

Günter Knapp builds a simple conveyor system 
for the Austrian pharmaceutical wholesaler, Herba 
Chemosan, and decides to increasingly concentrate 
on the pharmaceutical sector.  

Products:

Goods lifts, 
Paternosters, 

Lifting systems, 
Belt conveyors

The conveyor belts already have either a 
mechanical-electrical or electromagnetic 

control system.

Going 
International

Business model: 
Specialist area:  
pharmaceutical sector 

Location:
Graz, Austria

Company:
KNAPP-Fördertechnik GesmbH &Co Kg

Employees: 15
Company cafeteria:1979

Licence:

1973: Professional 
installation of electrical 
high-voltage systems and 
installations 

Specialization in the pharma-
ceutical sector requires a great  
deal of research and de-
velopment. The fast dispatch 
of articles in pharmaceutical 
wholesaling becomes more and 
more important – the electronic 
components must be significantly 
improved. 

1978 sees the first successful 
installation of computers.
Microprocessor units at individual 
stations in the conveyor system 
assume control of the containers. 
This is the cornerstone for fast, 
accurate order processing.

We’ll also  
do that little  
bit of software…

Business model:
The EDP age is on the rise

Location:
Graz, Austria
Company name:
KNAPP Logistik Automation GmbH
Production halls: 1,000 m² 
Office building and cafeteria: 400 m²
Employees: 1981: 74 | 1986: 105

Development:
Autopicker
Günter Knapp at last dusts off his 
idea for autopickers, because the 
market is now ready. The control 
system is possible using 
microprocessors.
The autopicker is soon adapted to other 
sectors such as textiles, cosmetics 
and books. 

1970s
Pharmaceutical market booms – 

first order abroad
Pharmaceutical 

wholesaler Krey & Figener
Installation of a conveyor system 

and a double paternoster in 
Düsseldorf and Krefeld

1980s
Market: 

Italy, France, Belgium, the Netherlands,  
Scandinavia, Spain, Portugal, South America 



1990sGrowth 
and progress

Business model: 
Sub-solutions; special solutions  
for pharmaceutical wholesaling, system supplier, integration of other sectors

2000sForging new paths

Business model: 
General contractor

Software
KNAPP builds up its competence in software 
and control systems. The first WMS goes into 
operation for a customer in Germany. At the 
end of the 90s, KNAPP acquires the software 
companies Logim and Syslog. 

First order from the USA with a focus on software leads to the 
development of international markets.

Founding of the first 
subsidiary, in Italy.

1995: ATIS is integrated 
into KNAPP Logistik 
Automation GmbH 
and is renamed KNAPP 
Systemintegration (KSI). 

Location:
Graz, Austria
Company:
KNAPP Logistik  
Automation GmbH
Employees: 650

Core sector :
Pharma
Cosmetics

International  
activities  
2007: KNAPP AG is founded. 
Company strategically aims 
for continued dynamic growth. 

KNAPP acquires the Scandinavian 
logistics company MOVING and obtains 
locations in Sweden, Denmark and 
Norway. Additionally, KNAPP expands 
its know-how to include pallet conveyor 
systems. 

Important developments:
Batch-oriented warehouse 
management system  
impacts modern distribution solutions significantly  

At John Lewis Partnership the next  
generation of KiSoft WMS is put in action  
for the high performance area.

Location:
Graz, Austria

Company:
KNAPP AG

Employees: 2000: 1,000 | 2009: 1,605

Innovation: 
Shuttle systems
2002: The first OSR Shuttle™ starts 
operation at Richter Pharma in Wels.
New possibilities for intralogistics – 
nothing remains the way it was. 

2010sNew era

Business model: 
Solution Provider
Complete supplier with focus on comprehensive services

2020sIndustry 
partner

Business model: 
solutions covering the 
entire supply chain in 
the core sectors

KNAPP Group:
Dürkopp Fördertechnik
KNAPP acquires the market leader  
for fashion logistics systems

KNAPP Industry Solutions 
(formerly YLOG Industry Solutions)
The YLOG-Shuttle expands the 
existing shuttle portfolio

KHT Apostore Group
KNAPP holds 49%

KNAPP is an 
integrated partner 
and, together with 
its customers, 
continuously works 
on ensuring and 
promoting the 
satisfaction of the 
end consumers. 

Flexible logistics concepts are the 
key to success – these concepts keep 
adapting to the ever-evolving demands.

New technologies make logistics 
systems more flexible and provide 
continuous optimization with the 
result that the supply chain evolves 
into a value chain. With the help of 
the interconnected systems by KNAPP, 
logistics specialists become value 
providers. 

The focus is still on the optimized 
availability and performance of the 
systems over their entire lifespan. The zero-defect 

philosophy is  
state-of-the-art.

Products:

SDA – often copied, never equalled 
The SDA grew with the demands of the times. 40,000 ejectors 
sold per year demonstrate the genius and significance of the 
idea that Günther Knapp thought of decades ago.
 
Pick-it-Easy work stations 
ergonomic KiDesign
 
OSR Shuttle™ 
all-in-shuttle – low complexity warehouse; KNAPP is the 
inventor and world market leader in shuttle technologies with 
280 installations and 20,000 shuttles world-wide.

YLOG-Shuttle 
3 dimensional movement axis using swivelling wheels 

Open Shuttle 
Swarm intelligence with the Open Shuttle for containers and 
pallets

KiSoft Vision 
image recognition and processing software   
zero defect warehouse

Pick-it-Easy Robot
easyUse – intelligent operating concept  

KNAPP-Store 
 for wholesale and e-commerce

KiSoft One  
evolutionary generation of logistics software 

Smart Services 
new dimension of service and services

Smart warehouse 
Leap into a new dimension of logistics - Logistics 4.0

10,000th shuttle put in operation at Clarks US
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Note on gender
For economy of text and ease in reading, either 
the male or female grammatical versions are 
used. Of course these equally refer to people of 
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