
About the Client
Saga is a British company with over 2m customers, focused on serving the 
needs of those aged 50 and over. Based in Kent in the UK, it has over 2,000 
employees. Its separate trading divisions offer a wide range of holidays, 
insurance products, and financial services. Saga also operate their own 
cruise ships, with two ocean cruise ships, Spirit of Discovery and Spirit 
of Adventure, and their new river cruise ships, Spirit of the Rhine and 
Spirit of the Danube.

Highlights

•	 Significant	headcount	savings	in	AP	
workflow

•	 Increased	visibility	of	transactions	
through	entire	workflow

•	 Automated	approval	rules	give	
confidence	they	are	correctly	applied

•	 Remote	access	to	AP	processes	
allowed	suppliers	to	continue	to	be	
paid	on	time,	despite	the	impact	of	
COVID-19	national	lockdowns	on	
working	practices.

Challenges
The largely autonomous divisions of Saga have 
historically operated their own support functions, such 
as finance, independently of each other. Investment 
in technology was difficult to justify for each division, 
so systems remained basic and significant manual 
effort was required for processes such as purchasing, 
invoice validation and payment approvals. Until 

recently, many of these processes were paper based, 
limiting management’s visibility of the workflow and 
increasing the possibility of errors from re-keying of 
data. Controls over spend and payments were heavily 
manual in nature and relied on the correct routing of 
internal documents, with the consequent risk of non-
compliance and delays to supplier payments.
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Solution
Senior management recognised the need for a 
transformation of the finance function and the 
consolidation of functions such as financial reporting, 
accounts payable (AP) and accounts receivable 
(AR) across the group to justify the investment and 
gain economies of scale. When this exercise was 
completed in 2019, AP was chosen to be the first area 
for the finance transformation programme to address.

Saga undertook a formal procurement process and 
selected the cloud-based Coupa P2P solution. In 
addition to the core product, Saga also opted to 
implement Coupa Pay, partly to avoid the necessity of 
integrating the purchase leger with the legacy general 
ledger system.

Although on paper the Coupa solution was not the 
cheapest, it offered more potential to transform the 
whole procurement process from Source to Pay. “We 
were impressed with Coupa’s focus on procurement 
rather than just the finance end of the workflow,” 
says David Moore, Finance Director at Saga. “We 
understood the need for high levels of user adoption 
as key to the success of a new P2P system, and 
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Coupa’s front end was very user-
friendly. As an investment case, we 
were able to gain the efficiencies 
we needed in AP and then also 
have the capability to transform 
our procurement processes.”

The solution went live at the start of 2020 and now 
supports the AP function across the group. Paper 
processes are a thing of the past and standard, best 
practice workflows have been introduced, from 
raising requisitions and purchase orders, through to 
invoice receipts and payments. An approvals matrix 
has been built into the system, governing who can 
approve purchases and payments, based on the value 
and category of the spend. “The efficiency gains 
have been impressive,” says David. “We have the 
confidence that spend is now correctly approved and 
controlled, and suppliers are paid on time.”

Work continues to increase user adoption but from 
a zero base, at least three quarters of orders are now 
backed with purchase orders. David explains, “We 
now have a platform in place that enables us to run 
an efficient AP process and can now look to further 
benefits in the future from the transformation of our 
procurement processes, gaining savings from our 
buying power.”

The cloud-based solution has proved itself during 
the COVID-19 crisis, allowing users to access 
information and continue their work remotely. 
“Without this solution, we would have struggled to 

operate our old AP processes in a fully remote 
environment during the national lockdowns,” 
says David. “The Coupa platform allowed us to 
continue to operate our AP function as it is now 
digitally-enabled.” 

Working with Xoomworks
“Xoomworks brought many professional tools to 
the implementation, including detailed planning, 
a structured approach and wide experience of 
implementing the Coupa solution,” says David. “It 
was a joint effort, but we couldn’t have done it 
without them.”

David continues, “Xoomworks was not afraid 
to challenge our thinking and we were glad to 
have a critical partner that brought best practice 
to our process reengineering. We very much 
adopted best processes in our AP function 
through the implementation of Coupa, rather 
than trying to adapt the platform to our old 
processes, and Xoomworks played a pivotal role 
in this. We realised they were the experts in 
purchasing and we could learn from them how to 
keep things simple.”

Key Benefits
Efficiency increased 
“By replacing paper-based processes with 
streamlined, automated digital workflows, we have 
been able to significantly improve the efficiency 
of our AP processes, by improving PO match rates 
and reducing invoice cycle times” says David.

Improved control and ease of use 
“We no longer have to worry about whether spend 
has been correctly approved, as the rules are built 
into the system,” explains David. “I no longer have 
to check lengthy payment run reports in detail 
to check that manual controls have been applied 
correctly. I now just scan them and release the 
payments at the click of a button. Approvals can 
be made via multiple channels, such as desktop 
browser, email, and smartphone app, making the 
process far easier for business managers.”

Remote working 
The ability to work remotely using the cloud 
based Coupa solution came at just the right time 
for Saga, enabling it to continue its AP processes 
uninterrupted, with staff working from home. 

Increased visibility 
“Previously we had no way of knowing where a 
purchase or payment had got to in the process,” 
says David. “Now we know exactly what stage it 
has reached and Coupa’s reporting gives us a  
clear picture of how much we are spending  
and on what, a vital tool for controlling our 
purchasing activity.”


