
Sappi

A diversified, innovative, and sustainable supplier
Sappi is a leading global provider of everyday materials made from wood fibre-based renewable 
resources. As a diversified, innovative, and trusted leader focused on sustainable processes and 
products, Sappi is building a more circular economy by making what it should, not just what it can. 

12,000
Employees in over 
35 countries

150
Countries

Its raw materials offerings (including 
dissolving pulp, wood pulp, and biomaterials) 
and end-use products (packaging papers, 
specialty papers, graphic papers, casting and 
release papers, and forestry products) are 
manufactured from wood fibre sourced from 
sustainably managed forests and plantations. 
Many of Sappi’s production facilities use 
internally generated bioenergy, enabling many 
of its operations to be energy self-sufficient. 

Sappi has more than 12,000 employees in over 
35 countries and manufacturing operations 
on three continents (8 production facilities 
in Europe, four in North America and five in 
Southern Africa), and its market-leading range 
of products is sold and distributed to our direct 
and indirect customer bases across more than 
150 countries.



A global mission for growth and operational excellence

On a mission to streamline and harmonize IT 
and SAP landscapes across the business, Sappi’s 
Thrive 25 team was turning the IT world upside-
down. But in this quest for improvement, systems 
and transactions used by employees around 
the world would inevitably change. This left the 
team at Sappi with a problem: how do you help 
employees through major change, in multiple 
locations, in the most effective way, with minimal 
disruption to business?

With a constant eye on continuous improvement, 
Sappi found the perfect partnership with 
OnScreen, an innovative digital platform 
that provides real-time guides on-the-job 
to employees.

Objectives were to:

•	 Improve training quality and consistency.
•	 Reduce time/rework of updating old training 

materials.
•	 Reduce errors/IT help tickets.

This supports Sappi’s operational excellence 
strategy arm, which strives to:

•	 Drive a safety-first culture.
•	 Continuously improve cost position.
•	 Continue to maximize the benefits of its 

global footprint.
•	 Have best-in-class production efficiencies to 

secure increased volumes.

An innovative solution
From the beginning of the partnership, the OnScreen tool felt different. Unlike traditional approaches 
that required hours of training away from the job, hours of work, and rework to keep updated and 
inevitable consistency issues at delivery, this tool supported employees as they carried out their usual 
day-to-day activities.

Support on the process - at the place where it happens
OnScreen has given Sappi the ability to quickly create and embed guides directly into the software and 
platforms that power its business. It takes all the best elements of 1-2-1, side-by-side coaching, and 
puts that support and guidance on the screen where users need it, as they need it. 



Overcoming challenges
One of the biggest challenges most fast-paced businesses face is how to maintain one single source of 
truth across the business, whilst keeping training up to date and keeping employees motivated enough 
to continually take on new information. OnScreen guides overcome this challenge by streamlining 
the update process, presenting the changes to every user simultaneously, and facilitating immediate 
updates in real time with process changes.

•	 The guides appear exactly at the point of 
need – at the workplace 

•	 Greatly improved efficiency as employees 
no longer have to go in search of help 
and support.

•	 Speed to competency is improved because 
the guides not only help employees through 
the process but also validate that the 
process is being followed correctly. 

•	 One-off or infrequently completed tasks 
that could have otherwise been forgotten 
are supported.

•	 Disruption is minimized because there are 
no hand-offs required.

Standout features include:

“Now, when I make changes, I can create the guide 
right after, hit save, and every single person who 
has access to the guide will have the newly updated 
guidance immediately.”
Matthias Breitler,
Business Process Engineer



Setting a blueprint
Sappi already has several exciting projects 
planned for OnScreen, including a large cohort 
in its logistics center and planned support 
guides for the company-wide end-of-year 
appraisal processes. Such is the success of the 
tool, the logistics center project has already 
passed proof of concept, reporting that users 

were able to push messages to maintenance 
departments with all the information needed, 
first time, just by following the guide in the 
live system. One member of staff approaching 
retirement only had one piece of feedback: 
“Why didn’t we get this 20 years ago!?”.

“We’ve been using OnScreen in the shipping area to create 
maintenance reports in the loading area and incident 
reports within the safety program.

Creating guides is intuitive and can be learned by anyone 
very quickly as it does not require any special training.
Operators at the shipping area have been enthusiastic 
because OnScreen made it easier for them to use these 
applications and remember the steps even if they don’t 
frequently use it. It is especially useful for beginners 
because you work directly in the system and the user can 
start the tool at any time they become stuck.

I am convinced that OnScreen massively reduces training 
time and that even software solutions not used daily can 
be operated with increased ease and efficiency”.

Peter Gruber,
Shipping Manager

The impact
Thanks to its professional change management strategy, Sappi has witnessed the benefits of OnScreen 
through its continual measurement of process improvements. Here, audits and surveys are completed 
to inform effectiveness, including analysis on training which has received great feedback all around.  



“I’ve worked in many different areas in our organization 
and always felt one missing point was how do you train 
your employees while keeping on top of learning yourself. 
Especially if there are new system solutions or tasks you 
only complete once or twice a year.

OnScreen is like having a video guide – it always tells the 
same story, it is easy to set up and handle, and everyone 
can use it. Crucially, it is used where it needs to be - the 
workplace. Whether it’s used on a machine or in the office 
environment – if you need help you switch on the guide 
and you get the information you need immediately.

I really believe it helps to shorten training time by 30%, all 
while increasing the overall performance of teams as they 
get the support where they need it.”

Erwin Zoehrer,
Global Process Owner Sales
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