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PARTNERING TO IMPROVE EXPERIENCE

In 2018, as an IT function, the Co-op set itself the challenge of 
improving working practices and relationships between its IT 
teams and across the business. “We also wanted to deliver cost 
and service benefits to the business at large through thinking and 
acting more innovatively and strategically,” explains Richard Martin 
(Executive Services Manager, the Co-op).

The Co-op IT team committed itself to becoming increasingly 
proactive and colleague focused. “This agenda formed the  
backdrop of the Co-op/Nexthink partnership,” adds Martin.

Nexthink’s ability to pull employee sentiment data alongside a 
wealth of meaningful hard metrics, offered the Co-op a way to 
ramp up their cost and service benefits.

“Very quickly, Nexthink helped us start moving in the right direc-
tion, using clear evidence to have constructive conversations 
across technical teams.”

EXPERIENCE IN ACTION

Co-op’s distribution centers are a key part of their Retail business, 
running at high capacity on a 24x7 basis.

The Co-op IT team, however, had been hearing, anecdotally, 
about laborious log-on times and high application crash rates  
in these distribution centers.

The problem was negatively impacting the Co-op’s business 
model. “These centres are an extremely significant part of  
our mission to be the UKs number one convenience retailer,  
and are responsible for moving millions of containers across  
the UK daily,” says Martin. “Prior to implementing Nexthink,  
however, we had no way of corroborating or remedying  
this issue.” 

“ “We had been hearing, 
anecdotally, about 
laborious log-on times 
and high application 
crash rates in our 
distribution centres… 
and this problem was 
negatively affecting  
our business.

IT Support Leader,  
Co-op



GOING PROACTIVE

The IT department recognized that their incidents emanated  
from both inside and outside the data center but they needed  
a solutions platform that would be powerful enough to attack their 
problems on multiple fronts.

After opening the Nexthink platform, the Co-op IT team was able 
to quickly ascertain that their distribution centers—the problem 
that had bogged them down for months—had a very obvious and 
clear root cause.

“With Nexthink we were able to start getting on top of the  
problem within hours,” says Martin. “Not only could we quickly 
ascertain that our distribution centers were indeed suffering from 
these technical problems, but could pin down the root cause: the 
wider network was still attempting to access a piece of storage 
that was decommissioned months before.”

To permanently fix their log-in issues and crashes, Co-op’s  
IT team used Nexthink to quickly correct multiple related  
misconfigurations. And for the first time, they could see their  
problem was finally fixed. “We took it from 50k failed connections 
a day to 10k in the first step, but we could keep on making  
those improvements until the failed connections were entirely 
dealt with”. 

Without Nexthink present this task could very easily have  
taken months for Co-op to uncover the root cause behind  
their distribution centers. 

“Even then, we might have only fixed it in part,” says Martin. 
“When we reached out to our colleagues in distribution they  
were delighted. They couldn’t believe that we had responded  
in this way and fixed the issue across the whole estate: we’d 
never been in a position to act in such a strategic and proactive 
manner before.”

JAN JUN DECSEPMAR

Co-op saved up to 6 figures by using 
Nexthink to help them identify and 
resolve their computing problems  

with their distribution centers

50K failed connections across 
the distribution centers dropped 
to below 10K after the first set of 
remediation activities based on 

Nexthink analysis

100,000 +
savings

By The Numbers

10k

50k
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In regained productivity, this correction alone resulted in a six- 
figure saving. “In more general terms, the ability to support our 
colleagues at that scale is a significant potential source of ROI for 
the Co-op. It also makes us incredibly proud as a department to 
be able to affect such a meaningful difference to our colleagues’ 
productivity.”

THE TYPE OF DIGITAL EXPERIENCE  
CO-OP DESERVES

Building on their early victories, the Co-op team started to expand 
their use of the Nexthink platform in early 2019. In an effort to 
better benchmark IT rollouts like Windows 10 and Office 365, they 
have started to leverage Nexthink’s Digital Experience Score (the 
Score) to receive a holistic understanding of both their hard, tech-
nical metrics and more soft, employee sentiment data.

“We’ve seen immediate benefit from Nexthink at a tactical level, 
and are now aiming to use the platform to closely measure 
employee experience as we seek to offer innovative new services 
to our users,” says Martin. 

Nexthink also helped Co-op with their security initiatives by 
providing them timely endpoint data and alerts. The security team 
estimated it would have cost them a significant amount of money 
if they were forced to turn to an alternative source for the same 
level of insight.

Thanks to Nexthink, we were able to work through complex, multi-
faceted issues using evidence-based metrics which allowed us to 
focus on the solution quickly and efficiently.

NEXTHINK

Nexthink is an IT solutions company in the business of giving 
employees their lives back. We provide transformative  
solutions via real-time analytics, instant remediation, automation, 
and employee feedback across all the endpoints in your digital 
workplace. Engaged employees are productive employees. Let 
Nexthink help you manage powerful digital employee  
experiences for the enterprise.

“ “Nexthink continually go 
above and beyond to 
help us and are always 
available for help and 
guidance. Thanks for  
all your support! 

Richard Martin,  
Executive Services Manager, Co-op

Have questions about  
the Nexthink platform?  

CONTACT US

https://www.nexthink.com/contact/

