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Driving Quality Management Excellence at Nikon Industrial Metrology
In a global market where quality and consistency are paramount, Nikon Industrial

Metrology’s EU Commerce division recognised the need to modernise its quality
management processes. By partnering with GO Company a new BPM tool (TIBCO Nimbus)
was implemented to create a unified, efficient, and fully operational Quality Management
System (QMS) that would support its ISO 9001 certification efforts across four European
countries.

Company Background

Nikon Industrial Metrology is a market leader in
metrology solutions, specialising in the installation,
after-sales service, and support of advanced X-RAY
systems, microscopy products, video measuring
systems, laser radar systems, and laser scanners.
Headquartered in Leuven, Belgium, and employing
around 100 professionals in its EU Commerce
organisation, the company operates with a corporate
philosophy based on trustworthiness, creativity, and
continuous innovation. With annual revenues of
approximately €55 million, Nikon is committed to
maintaining its competitive edge through a focus on
R&D and technological advancements.

What were the business challenges the company faced that led to the implementation?
Before the transformation, Nikon’s EU Commerce division faced several operational
challenges:

e |nconsistent Process Adoption: While some processes werein place, they were not
uniformly accessible orrigidly followed, leading to inefficiencies and operational
inconsistencies.

e Certification Demands: With ISO/Quality certifications being a critical requirementin
the industry, the need for arobust QMS was imperative, not only for quality assurance
but also to safeguard against potential quality claims.

e Growthand Compliance: Achieving and maintaining ISO certification was seenas a
strategic move to support future growth while ensuring compliance and protection
against client-relatedrisks such as production stoppages or product recalls.
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The Transformation Journey

In April 2019, the formation of the EU Commerce division provided the organisational
clarity necessary to focus on commercial product expertise and process improvement.,
The implementation of a BPMtool, dubbed the ‘EU Commerce 2.0 project’, was initiated
with the following key steps:

e Installation of the cloud-based BPM
solution provided a scalable and
accessible platform for managing
quality processes.

e EstablishingaRobust QMS: the tool
was configured to serve as the single
source of truth, capturing all critical
processes, instructions, and ISO
standardsrequired fora
comprehensive quality management
system.

e |SO framework setup and training: The
solution was tailored to integrate the
ISO framework, and thorough training
was provided to all necessaryroles,
ensuring that the entire organisation
could effectively adopt and utilise the
system.

e Process capture and certification: AllEU
Commerce processes were
documented within the new tool,
culminatingin the successful
achievement of ISO 9001 certification.
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Key Benefits and Outcomes

The EU Commerce 2.0 project delivered significant business transformation:

e Enhanced process accessibility and consistency: By centralising all quality-related
information in a user-friendly interface, the organisation ensured that processes were
consistently followed and easily accessible, leading to improved internal cooperation.

e Continuous improvement and operational uniformity: A structured process of
continuous improvement was established, with clearly defined roles and
responsibilities that fostered uniformity in operations across borders.

e Strengthenedrelationships: The platformimproved communication and alignment with
suppliers, partners, and employees on quality matters, while also facilitating rapid
onboarding of new team members.

e Future growth: With a stable QMS in place, Nikonis now well-positioned for future
business process improvements and growth, backed by robust operational KPIs such
as amonthly weighted Customer Satisfaction Score, an enhanced customer complaint
process, and a strict timeline for resolving non-conformities.

Berend van lIterson, former CEO of Nikon Metrology EU Commerce, noted, “The
consultants at GO Company were the only consultants I've ever met who managed to
explain to me in simple terms what an ISO certification means for our business.” The
implementation of the new BPM tool has been a transformative milestone for Nikon
Industrial Metrology’s EU Commerce division.

By creating a robust, cloud-based QMS that
not only meets stringent ISO requirements but
also enhances operational excellence, Nikon
has laid a strong foundation for continued
growth and innovation. Martine van Nuenen,
Managing Partner at GO Company,
commented on the collaborative effort, “It was
a huge job, also for the internal organisation,
but thanks to everyone’s cooperation, we
managed to deliver all intended project
results.”
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Feeling inspired by our approach? Get
in touch with us to explore how we can
enhance engagement, recognition, and
results within your organisation.




