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Datacom streamlines
printing for UWA students

OperaQ free to focus on the arts
OperaQ is opera’s custodian in Queensland, working to protect and enhance the art
form and enrich the cultural landscape through innovative and world-class performances.
Challenge
Five years after their last upgrade, the growing OperaQ
team was running out of server and storage space, and was
experiencing increasing issues with their aged desktops and
devices. They needed to maximise the flexibility and speed
of internal operations to enable them to focus on their core
business of producing opera. The challenge was to find a
solution that took into account their location, spread across
several floors in the Queensland Conservatorium, and the
out-of-office-hours nature of their work.

Solution
Following a decade-plus collaborative relationship with
Datacom, OperaQ turned to us for advice. As long-time
sponsors of OperaQ, we wanted to recognise their meaningful
contribution to the arts in Queensland and transition our
relationship from trusted advisor to partner.

We recommend the installation of Exchange 2013, Lync 2013
and Windows 8 SOE with Datacom Endpoint Manager as the
most functional and practical solution to address OperaQ’s
requirements. To provide the most holistic approach, we also
supplied new desktops, monitors and laptops to maximise the
functionality of the new software. We oversaw the installation
of a new server, which we remotely configured within our
facilities before a smooth, onsite implementation.

Result
As IT service providers, we believe companies should be
able to focus on their everyday business, without having to
spend valuable time and resources managing IT functions.
The seamless transition and installation process has provided
OperaQ with greater connectivity, reliability and flexibility,
which has given them back valuable time. Datacom moved
from our previous role of providing strategic advice and
support to take on IT service desk management, which has
freed up key staff to focus on their core roles. The partnership
continues to create operational efficiencies for the
OperaQ team.

“An efficient and effective IT platform
underpins every area of activity at Opera
Queensland. The support provided by
Datacom ensures OperaQ is kept up-to-date
and functioning efficiently without draining
the precious resources we need to realise
our strategic ambitions. Datacom assists
us with what they do best, to enable us to
do what we do best – provide great opera
for all Queenslanders.”
Russell Mitchell – General Manager, OperaQ
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A trans-Tasman service delivery model
Pernod Ricard Winemakers is the premium wine division of Pernod Ricard,
the world’s co-leader in wine and spirits.

- Greater ability to undertake core business activities

“Datacom has provided our business with
a very efficient and flexible solution, which
we continue to develop. Datacom personnel
and the solution have allowed us to improve
our overall maturity and perfect the way we
manage first-line support. This relationship
is proving very beneficial for Pernod Ricard
Winemakers and we are confident that
it will continue to flourish.”

- IT teams now work in a more structured
and managed environment

Marc Andre – IT and Corporate Procurement Director
Pernod Ricard Winemakers

- Fixed and visible costs and positive measurable outcomes

Partnership

- Support can adapt to meet changing business needs

Our collaboration ensures the service desk is closely aligned
with business needs, and its performance is regularly reported
upon. A strong working relationship between Service Delivery
Managers (SDMs) has brought a greater understanding of how
to gain the best for business users, and a pragmatic approach
to solving problems and realising opportunities. Building on the
sound and successful partnership, Datacom is extending its
delivery to Pernod Ricard Winemakers.

Challenge

Result

Wine businesses often require additional support during
seasonal peaks. This, and a business with 1200 users across
four time zones in Australasia, presented significant challenges
in providing a single, consistent, 24/7 service. A central desk
with strong SLA levels was required, to allow the team to focus
on project delivery and development, and improve the visibility
of workload and operational efficiency.

- First Point of Contact Resolution (FPOC) continues
to improve with an average of 88%, against a target of 80%.

Solution
Datacom’s flexible and proven service delivery capabilities
allowed us to deliver a single, 24/7 service desk.
Outsourcing gave Pernod Ricard Winemakers the flexibility
to scale operations depending on demand and give all regions
consistent service quality, regardless of seasonal peaks.
A single IT Service Management (ITSM) platform provides a
single change-and-release capability, allowing greater visibility,
efficient review, online change approval, and a single history
of activity. Running for more than a year, the service continues
to develop, while consistently meeting SLAs.
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- Time required to provision service requests reduced
by 30%
- All Pernod Ricard Winemakers business users experience
the same high-quality service
- Greater visibility of service desk performance against
clear and defined SLAs

Technologies delivered
The service desk is delivered from Datacom’s Auckland team,
using our national ITSM platform from which we manage
incident, request, problem and change and configuration
items. The Pernod Ricard Winemakers IT teams have direct
access to the ITSM platform to view and manage tickets.
Custom, real-time reporting is provided.

The University of Western Australia (UWA) is a leading Australian university with an
international reputation for excellence in teaching, learning and research. Home to
almost 24,000 students, UWA has nine faculties and schools and supports a number
of research institutions and centres. The university has achieved top-100 listing in the
2014 Academic Ranking of World Universities.
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Challenge
UWA had historically maintained a disparate campus
printer fleet, which was difficult to manage and difficult
for students to navigate. Multiple printing systems were
managed by multiple support areas around campus,
with little data readily available regarding print volumes
and service costs. Depending on where the student was
located within the university, there were several different
methods for accessing and paying for printing.
The process was expensive and cumbersome and a
source of dissatisfaction and complaint for students.

The contract is flexible and can be added to, as and
when required, as older devices come up for renewal,
making it easy and inexpensive for new faculties
or other departments to join the fleet.

UWA needed to offer students a consistent,
high-quality printing experience and, with this
in mind, they approached Datacom.

“Datacom quickly understood what
was important to UWA in designing
a consolidated student printing
service, and the service delivered has
been exceptional in meeting student
needs. The Datacom Managed
Print Service is relatively hands-off
for UWA staff, which has alleviated
the printing support workload for
multiple IT and admin teams across
campus, significantly reducing costs.
We are very happy to have partnered
with Datacom to deliver a service
that is having a positive impact on
the UWA student experience.”

Solution
Datacom gained a detailed understanding of student
printing requirements and the issues to be overcome
before recommending a Managed Print Service and the
implementation of 120 new student printers across some
100 campus locations. Each new device has a Virtual
Cash Controller terminal, which allows students to swipe
their student card to access and pay for print jobs sent
to a central print queue. This means that each time a
student prints from anywhere on campus, the experience
is identical, their printout can be released from any print
location, and a consistent charge is made.
By enabling the alignment of printing costs and providing
in-depth reporting, UWA can track charges against
the cost of the new service. The UWA Client Services
team now has full visibility of printer utilisation, allowing
rationalisation and reallocation of printers within the fleet
to better meet needs, and has a detailed record of the
Student Printing Service cost.
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UWA now has a fit-for-purpose printing fleet that
is inexpensive to manage and offers students a
state-of-the-art service. This not only helps reduce
the university’s overall operating costs but also supports
the ongoing objectives of operational excellence and
improving the student experience at UWA.

Technologies delivered
- 120 new student printers
- Virtual cash controllers
Results
- Inexpensive, fit-for-purpose printer fleet
- Detailed reporting for full visualisation of printer use
- Significantly enhanced student user experience
- Overall operating costs reduced
Partnership
Datacom provided two full-time, onsite engineers at UWA
– one to install new devices and maintain the printer fleet,
and the second to organise and swap out all paper and
consumables. They act as a single point of contact for the
entire UWA fleet, which means they can centrally manage
everything onsite.

Alison Trpevski – Associate Director Client Services,
IT Services, The University of Western Australia
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