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Uncompromising customer orientation – Heraeus’ digital service setting new 
standards in trading and recycling precious metals 
 
From procurement to recycling, Heraeus B2B customers can now conduct and controle 
their precious metals business online at www.myheraeus.com. Heraeus, the world’s 
largest provider of precious metals services and precious metals products, is thereby 
leading the industry in the digital transformation and setting a new benchmark in 
customer orientation. In November, the new customer platform myheraeus.com has 
been internally honored to be the best innovation project 2018 in the Digital 
Transformation category. 
 
Whether recycling or trading precious metals, myheraeus.com makes the process as easy, 
straightforward and simple as online shopping. “Our goal was to create a platform that is so 
good and so intuitive that our customers would want to use it because it makes their daily 
work easier,” explains André Christl, president of Heraeus Precious Metals at the Hanau-
based technology group. “93 percent customer satisfaction and a daily rising number of users 
speak for themselves.” Plus, using myheraeus.com is self-explanatory, so no manual is 
needed. 
 
It took 18 months to go from the first scribbled idea to a customer pilot project. During this 
time, a team of up to 35 specialists from Recycling, Trading, Customer Service and Marketing 
analyzed, streamlined and digitally mapped the complex procurement and recycling 
processes. The key to success: the consistent and uncompromising focus on customers. “We 
first asked the customers what they wanted and then built the platform.” Throughout the 
development phase, the experts repeatedly gathered and processed customer feedback. The 
result is a clear, user-friendly platform. The complexity of processes is resolved digitally in the 
background so never affects the customer. A typical customer runs a notable number of 
parallel jobs with Heraeus, which require a huge amount of paper with the traditional system. 
With myheraeus.com, they don’t even need a single piece of paper. Previous orders serve as 
a template for new ones, order details are clearly depicted, and all transactions can be viewed 
at any time. Information about the status of precious metals pool accounts can also be 
accessed in real time, and current news about market developments rounds out the offering. 
The complex recycling process is streamlined to seven standard steps, and the current status 
of an order is available at any time. If action is needed or important information becomes 
available, myheraeus.com informs the customer with a comfortable and proactive email 
notification, so the customer knows the current status of an order even if not logged in. 
 
The myheraeus.com online platform is available to procurement customers worldwide and is 
currently available to recycling customers in Germany. It supplements existing channels for 
Heraeus customers. Personalized service is still available by telephone, by email or on site. 
An additional option is directly connecting the customer’s system with the Heraeus system to 
further increase efficiency. 

 

http://www.myheraeus.com/


Each year at the end of November, Heraeus presents its in-house Innovation Award in various 
categories for outstanding projects that are particularly significant for the company. In 2018, 
the Innovation Award in the category of Digital Transformation goes to the team working on 
myheraeus.com. The jury’s conclusion: “Myheraeus.com has the potential to change the 
industrial precious metals business.”  
  
More information 
Precious Metals Management at your fingertips 
Explainer video myheraeus.com on youtube 
 
About Heraeus Precious Metals 
Heraeus Precious Metals—a global business unit of the Heraeus Group—is one of the world’s leading providers of precious 
metals services and products. It possess comprehensive expertise in the precious metals cycle and bundles all activities—from 
trading to precious metals products to recycling. Heraeus Precious Metals is one of the world’s largest refiners of platinum group 
metals (PGM) and is a leading authority in trading precious metals used for industrial processes. 

 
About Heraeus 
A globally leading technology group, Heraeus is headquartered in Hanau, Germany. Founded in 1851, it is a family-owned 
portfolio company which traces its roots back to a pharmacy opened by the family in 1660. Today, Heraeus combines businesses 
in the environmental, energy, electronics, health, mobility and industrial applications sectors. In the 2017 financial year, Heraeus 
generated revenues of € 21.8 billion. With approximately 13.000 employees in 40 countries, the FORTUNE Global 500-listed 
company holds a leading position in its global markets. Heraeus is one of the top 10 family-owned companies in Germany. 
With technical expertise, a commitment to excellence, a focus on innovation and entrepreneurial leadership, we are constantly 
striving to improve our performance. We create high-quality solutions for our clients and strengthen their long-term 
competitiveness by combining unique material expertise with leadership in technology. 
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https://www.heraeus.com/en/hpm/hpm_home/my_heraeus.aspx
https://www.youtube.com/watch?time_continue=2&v=EV16sYu0FZQ

