CASE STUDY

QUADIENT ACCELERATES THE DIGITAL
TRANSFORMATION OF CADENA
WITH ITS “DIGITAL NOW PROGRAM”

Cadena was created in 1982 in Medellin, Colombia
as a Print Service Provider. Over the years, it
became one of the largest printers of transactional
documents, forms and security documents, and
integrated new services such as data analysis,
electronic invoicing and courier.
Cadena’s constant has been reinvention, relying on
learning from the past, without ever ceasing to look
to the future.
It has 1,800 employees and three offices located in
Bogota, Medellin and Cali.

“Not only did Quadient provide
us with the technology, but
their skills transfer program
also enabled us to deliver
digital solutions by service
to the business lines of our
enterprise clients. This was
the most important thing for
us. Quadient’s Digital NOW
(DNOW) program is focused
on Service Providers and has
no equivalent in the market.
As for the Quadient Inspire
platform, it includes all the
vital components and allows
us to develop and deliver highimpact projects in very short
periods of time.”
Manuel del Corral,
Vice President, Cadena

THE CHALLENGE
Cadena has operated Quadient Inspire®, Quadient’s Customer
Communications Management (CCM) platform, since 2009 for
the composition and production of print and PDF documents.
The functionality, robustness and “time to market” that
Quadient Inspire allows quickly permitted Cadena to position
itself as a leader in transactional printing in Colombia.

“We were preparing to
reduce the volume of
printing for a long time.
To face this, we knew
that we had to make
investments in both
hardware and software
capabilities (strategy,
equipment, etc.), and
above all, develop new
skills.”

At the same time, Cadena began a transformation process

Manuel del Corral,
Vice President, Cadena

Finally, it was desirable that synergies could be generated

by offering analytical services, planning relational strategies,
and executing personalized multichannel communications.
At the end of 2017, the reduction in demand for print
documents and the migration of part of communications
to virtual channels accelerated the transformation process
with new technologies focused on customer experience.
Cadena began to analyze different options related to the
digital transformation of communication with customers. Its
first objective was to find projects with a high differentiation
factor in the market and above all, that would be disruptive
for the business of its clients. Second, these projects had
to match Cadena’s existing capabilities and resources
to be able to kick-start it in the shortest possible time.
with the other services offered by the company.

THE SOLUTION
At the beginning of 2019, the Quadient DNOW team
presented to Cadena how it could reuse its vast technical
experience with Inspire to offer disruptive digital solutions
to their clients, and subsequently proposed a technical and
commercial consulting program aligned to this objective.
DNOW started with a strategic assessment of Cadena’s
resources, operation and market in order to assess its
maturity and positioning in the digital field. Quadient’s
analysis and recommendations allowed Cadena to create
a strong digital team within a business unit that was
named Nuaio. With the installation of the DNOW platform
and the training of the developer team and the sales
force, Cadena was ready to go to market with Nuaio.
DNOW’s consulting program was built in a way that the
commercial and technical personnel of Service Providers
are fully operational in less than three months. The DNOW
platform is delivered under a SaaS model and allows the
rapid start-up of high impact digital services for business
lines with the highest levels of availability and security.

“DNOW has been a radical
change in corporate culture for
many of us. We have also learned
a lot in designing web and mobile
interfaces to maximize the
customer experience.
The Quadient DNOW team has
been by our side every step of
this project from the beginning.
Technically and commercially,
the DNOW platform has greatly
accelerated our effectiveness
with its pre-programmed use
cases, and allowed us to reduce
implementation times by more
than half.”
Carolina Mesa,
Commercial Director, Cadena

RESULTS
Just three months after the final DNOW training, Cadena’s
Nuaio unit delivered its first project to a retail company.
This project focused on reactivating clients and utilized
an analytics solution performed jointly with the DNOW
platform. Through Nuaio’s solution, the client saw a
reactivation rate of 9.3%, which was a five-time increase
over its 1.6% rate before Nuaio’s solution was activated.
In another project, a client received 4,000 consumer
credit requests in one month, beating its original
expectation of 5,000 credits requests in three months.

In the days of Covid-19, the Nuaio team delivered a
new online solution in just two weeks, which enabled
people to order their medications at home via a digital
interactive form instead of lining up in front of the few
pharmacies that were still open. In the first month, over
98,000 drug orders were processed and delivered.
Cadena’s Nuaio continues to develop and deliver
high-impact digital projects to its business clients from
different sectors such as financial, insurance, health,
utility and retail.

WITH THE QUADIENT DNOW PROGRAM,
CADENA OBTAINED THESE BENEFITS:
•

Quickly transformed to become a major
player in its market, delivering digital business
solutions of value to enterprises

•

Created a new line of business oriented towards the present
and future needs of communications with customers,
with a return on investment of less than 12 months

•

A Nuaio digital team motivated and
satisfied with projects and results

•

In some projects, Cadena was able to
cross-sell more of its services

•

With the DNOW platform, the project implementation
and delivery times were shortened

•

The ease of reusing developments and practices
implemented on other projects allowed Cadena to
reduce its costs and improve strategic competitiveness
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