
Apparel maker adopts Nintex to speed customer orders, 
reduce rework, and boost vendor performance.

Organization
Lands’ End

Website
www.landsend.com

Industry
Retail

Country
United States 

Business situation
Lands’ End had a manual, 
time-consuming, error-
prone process for 
managing custom orders 
for logoed apparel. It 
wanted to streamline that 
process to get orders to 
customers faster and more 
cost-effectively.

Lands’ End learns to 
thrive in the   
“new world of work”

Solution
Lands’ End created a 
streamlined solution 
using Nintex forms and 
workflows on SharePoint 
and Nintex Workflow Cloud.

Benefits
Increases customer 
satisfaction via  
technology-driven 
experience

76% reduction in workflow 
steps, to just 25

Delivers 120% ROI

Boosts special-order 
accuracy to 95%, up from 
50%, reducing the need for 
rework
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To consumers, both throughout the U.S. and 

around the world, Lands’ End is known for 

casual clothing and related products that 

combine high quality, comfort, and value. But 

to businesses, from single entrepreneurs to 

the Fortune 500 companies, the international 

retailer has a somewhat different reputation.

To these customers, Lands’ End is known 

for its tailored and business-casual logoed 

apparel for office wear, trade shows, and 

company events. More than 100,000 airline 

personnel wear uniforms provided by Lands’ 

End. Meteorologists at a major network wear 

the company’s outerwear and related clothing. 

But “uniform” doesn’t mean identical; not every 

one of its business customers’ thousands and 

thousands of employees fit off-the-rack sizes.

Some require clothes in an unusual size, or 

tailored for a particular body type. Whatever 

the employee’s needs, the uniforms and 

Special orders 
need special care

apparel from Lands’ End have to fit and look 

great on them to ensure companies’ brands 

are represented properly. That calls for Lands’ 

End to handle individual custom orders as 

quickly and reliably as it handles standard 

orders. Keeping corporate customers satisfied 

depends on it.

The custom order process has historically been 

manual, with instructions for special orders 

being communicated around Lands’ End and 

outside the company to international suppliers 

and the customers themselves, all via email 

and phone. That adds up to a six-to-eight-week 

process to deliver customers’ orders and, when 

the order isn’t quite right, starting over: 100% 

rework, 100% more cost, and a 100% delay. 
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Automated 
workflow 
provides the 
answer

To reduce that time and cost, Lands’ End looked at automating 

much of the work with an expensive business process automation 

solution — until the company saw it would only be trading one 

set of costs for another. Instead, it turned to Nintex and Nintex 

solution provider Boost Strategy Partners. Together, Lands’ End 

and Boost used Nintex Workflow and Nintex Forms for SharePoint 

and Nintex Workflow Cloud, along with Six Sigma principles, for 

a revamped, streamlined, end-to-end process that’s faster, more 

accurate, and more cost-effective.

The new workflow starts with a customer call to the Lands’ 

End service center. The Customer Care Consultant records 

the customer’s order using Nintex Forms, which kicks off the 

transmission of a custom order sizing form to the customer via 

Nintex Workflow Cloud. The completed form is sent back to 

Lands’ End, approved by staff, and routed, again via Nintex, to a 

vendor for manufacturing, along with a due date assigned by the 

solution. The vendor sends the completed order to Lands’ End, 

which approves it and sends it to the customer. Every step of the 

process is time stamped so it can be monitored and analyzed. 

“Nintex has a tremendous 
impact on Lands’ End. In 
the new world of work, it’s 
more important than ever 
for us to operate with a 
lean model. It’s imperative 
to work smarter, not harder, 
and that’s what Nintex 
helps us to do.”
 

— Zach Munns, Senior Project Manager,  

Lands’ End
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Lands’ End’s most crucial KPIs—time-to-

benefit, productivity, and accuracy—have all 

improved, thanks to the company’s use of 

Nintex. Now, the company:

• Gets orders to customers one week 

faster, down from six-to-eight weeks

• Streamlines workflow by 76%, down to 

25 steps

• Completely eliminates manual work 

from operations and merchandising 

teams 

• Cuts the time requirement for other 

teams by 35%

• Boosts special-order accuracy to 95%, 

up from 50%, vastly reducing the need 

for rework

A 
“tremendous” 
impact

“Nintex has a tremendous impact on Lands’ End,” says Zach Munns, 

Senior Project Manager at Lands’ End. “In the new world of work, it’s 

more important than ever for us to operate with a lean model. It’s 

imperative to work smarter, not harder, and that’s what Nintex helps 

us to do.”

The Nintex-based custom order process helps Lands’ End in ways 

that extend beyond internal efficiency and cost savings. The data 

collected by the solution enables the sourcing team to gain better 

insights into vendor performance on meeting deadlines, completing 

orders accurately, and ensuring customers are satisfied with every 

interaction they have with the company. Lands’ End uses these 

insights to provide vendors with constructive feedback to improve 

their performance.

Given the size and sophistication of some of its Nintex projects, 

Lands’ End sees Boost’s participation as a significant factor in its 

success. “Boost’s expertise has hands-down been crucial to getting 

us to where we are with Nintex, whether they’ve taken the lead on 

development or stepped back and counseled us to optimize our 

internal development,” says Brian Rudesill, Associate Business  

Project Manager at Lands’ End.
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“Our 120% ROI is a huge result. It shows that 
when you use Nintex properly, the sky’s the 
limit on what it can do for you.” 

— Zach Munns, Senior Project Manager, Lands’ End

Lands’ End adopted Nintex before the current pandemic, but the economic strain 

brought on by COVID-19 has made Nintex’s contribution to the company even more 

important, according to Munns.

Encouraged by their success, Lands’ End has gone on to deploy more than 80 Nintex-

based solutions across the enterprise. Each project returns an average 120% ROI in 

efficiency gains.

“Our 120% ROI is a huge result,” says Munns. “It shows that when you use Nintex 

properly, the sky’s the limit on what it can do for you.”

Even Nintex has taken notice of Lands’ End’s success. This year the manufacturer was 

named the America’s Regional Transformation winner of the 2020 Nintex Solution 

Innovation Awards for its reimagined custom order process.

Now more than ever

About Nintex
Nintex is the global standard for process management and automation. Today more than 10,000 public 
and private sector organizations across 90 countries turn to the Nintex Platform to accelerate progress on 
their digital transformation journeys by quickly and easily managing, automating and optimizing business 
processes. Learn more by visiting www.nintex.com and experience how Nintex and its global partner 
network are shaping the future of Intelligent Process Automation (IPA).

Product or service names mentioned herein may be the trademarks of their respective owners.


