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CASE STUDY:

Nashua deploys
DocuWare to digitise,
automate and optimise
business operations

Nashua automates its business processes, helping
to mobilise staff in line with COVID requirements,

NASHUANWN cut costs, improve quality of service, enhance
controls and employee productivity, and sharpen
strategic decision making.

COMPANY & CHALLENGE

Headquartered in Johannesburg, Nashua is a world-leading When South African businesses seek to modernise their
provider of office automation, document management, operations, they turn to Nashua. With an extended
managed print, access control, smart and connectivity franchise network stretching across this vast region,
solutions to SMEs, enterprise and government customers. how could Nashua manage its own business processes
Founded in 1973 and part of the Reunert group, Nashua more effectively?

operates a franchise model consisting of more than 60
businesses in South Africa, Botswana, Lesotho, Namibia,

and Swaziland.



OBJECTIVES & SOLUTION

Every day, hundreds of customer enquiries, franchisee
requests, supplier invoices, and employee expense forms
land in the inboxes of Nashua’s sales, operations, back-
office, and finance teams. The company previously relied
on paper-based and manual workflows to process and
store documents, and to route requests to relevant
approvers. These methods, though, suffered major

drawbacks.

Document retrieval was slow and complex, making
auditing a painful exercise that soaked up many working
hours. Distributing paper through the company increased
the risk of loss or misplacement, which inevitably delayed
decision making. Furthermore, gaining approvals for
franchisees’ requests could take several back-and-forth

email exchanges between different business functions.

To provide a speedier response for customers, franchisees,

and suppliers, Nashua aimed to develop more efficient

working practices.

As a DocuWare reseller,
we were more than
familiar with its unique
capabilities. DocuWare
offered us the ability to
reduce paper and create
new and intuitive
workflows to optimise our
business processes. Also,
we knew that DocuWare
would be easy to
implement and offered
international support,
which were key

advantages.

Jayesh Hargovan,

Senior Manager at Nashua
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"The beauty of DocuWare is that it not only
stores documents, but also reads the contents
and prepares a searchable index. Before, our
employees would have to hunt around in
physical filing cabinets to find specific
information during audits or to answer

enquiries. With DocuWare, we can enter
search terms and surface all the relevant items
in seconds. It's as easy as using Google."”

Jayesh Hargovan, Senior Manager at Nashua

Rather than the slow paper-based processes, the company
wanted to digitise operations and automate as many
business processes as possible. With plans to implement the
new strategy internally and across the franchise network,
Nashua looked for a sophisticated and scalable automation

platform.

First, Nashua engaged internal stakeholders to document
current business processes and designed faster, more
effective processes. At the same time, the company selected
five franchise businesses for a pilot scheme and invited
feedback on processes most in need of automation. After
this consultation phase, Nashua formed a ClO-led steering
committee and selected DocuWare to drive its workplace

transformation.

Starting with approvals for travel booking and expenses
claims, Nashua used DocuWare to develop digital document
archives and automated workflows. Electronic forms have
replaced paper, with DocuWare sending approval requests
directly to assigned approvers for verification and sign-off. If
employees fail to meet specified deadlines, the solution
sends reminders and escalations — keeping the process

constantly moving forwards.

Following the automation of the travel and expense workflows,
Nashua introduced DocuWare to multiple business operations.
For example, the company used the solution to digitise and
simplify supplier onboarding, eliminating paperwork and

ensuring every step is correctly completed.

Nashua also used DocuWare to automate business processes
including franchisee pricing support requests, travel requests,
proof of delivery, training requests, demonstration center
requests, franchisee advertising claims, initiation of sales orders,
vetting and approval of scope of work documents, and project

handovers between different business departments.

)
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In some cases, franchise businesses or customers
would email their main point of contact within the
company. If those employees were out of the office
or unavailable, then the response to the enquiry
could be delayed. Now, the DocuWare solution logs
the email and automatically allocates the task to
another employee to ensure a swift resolution.”

Salome Barker, Chief Financial Officer, Nashua

BENEFITS

With DocuWare in place, stores of paperwork have been
replaced by a centralised digital archive, offering greater
control and visibility of documents, and reducing the risk
of loss. Locating information is now much easier,
accelerating the preparation of audits and reports, and
Nashua no longer has to pay for additional storage space

for mountains of paper files.

The DocuWare solution also helps Nashua deliver a faster,
more responsive service to its franchise businesses.
Requests from individual franchisees to check and verify
items such as advertising expenses would often require
multiple manual interventions to route documents to
relevant stakeholders. Now, the automated workflow
eliminates the complexity and ensures items reach the

right people in good time.

In addition, the central digital data repository enables Nashua
to make smarter strategic decisions. For example, when the
COVID-19 pandemic prevented face-to-face meetings with
customers, previous forecast of sales teams’ transport and
hospitality costs needed urgent revision. Using DocuWare,
Nashua was able to extract and analyze relevant expenses
claims to re-calculate appropriate budgets for the new no-

travel world.

Salome Barker concludes: “DocuWare enables us to unlock
greater efficiency and helps us to maintain our hard-earned
status as a market leader. As our sales team and franchisees
grow more familiar with the solution, their experience will
lead to engaging conversations about DocuWare with
potential customers to help with their own business process

efficiencies.”

CASE STUDY: Nashua //04



ABOUT RICOH

Ricoh is empowering digital workplaces using innovative
technologies and services enabling individuals to work

smarter. For more than 80 years, Ricoh has been driving
innovation and is a leading provider of document management
solutions, IT services, communication services, commercial and

industrial printing, digital cameras, and industrial systems.

Headquartered in Tokyo, Ricoh Group operates in
approximately 200 countries and regions. In the
financial year ended March 2020, Ricoh Group
had worldwide sales of 19.06 billion USD.

For further information, please visit www.ricoh-europe.com
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