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Overview

The need

Call & Callhad an outdated end user IT infra-
structure and needed to increase efficiency
in order to reduce IT costs and speed work-
station provisioning.

The solution

The company worked with IBM to engage
in an IT transformation, architecting an
IBM Smart Business Desktop Cloud solu-
tion based on Wyse full streaming client
technology.

The benefit

Call & Call reduced management from 1,200

computers to one single operating system

image and one application image per appli-
cation, and it projected operational savings

of up to 50 percent and energy cost savings
of €100,000.

Improving global call
center operations through
IT transformation

Based in Cinisello Balsamo, Italy, Call & Call Holding is the parent com-
pany of a network of call and contact centers distributed throughout Italy.
With around 2,800 operators and 1,600 workstations, it outsources ser-
vices to companies centered on customer service and telemarketing.

Setting the pace in a fast-moving, competitive

industry

The call center industry is an increasingly competitive marketplace. To
keep up with customer demands and provide quality customer service,
Call & Call needed to regularly upgrade PCs in each call center and fre-
quently reconfigure systems to support customer applications. Call &
Call had an outdated end user I'T infrastructure and needed to increase
efficiency in order to reduce I'T costs and speed workstation provision-
ing. The company also wanted to centrally manage all of its distributed
end users and provide simplified and secure access to information.

Improved IT management and increased com-
puting power

With an increasing number of resources required to manage and main-
tain thousands of desktop PCs, Call & Call teamed with IBM Global
Technology Services to architect an IBM Smart Business Desktop Cloud
solution. This new I'T solution was based on Wyse full streaming client
technology and aimed to simplify I'T operations and manage all appli-
cations from a single, central location. Call & Call wanted to use virtu-
alized desktops to eliminate the need for desk-side maintenance, deliver
energy cost savings and provide Call & Call employees with access to
better computing power for use with the most intensive multimedia appli-
cations and comprehensive customer data.
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Integrated

Migrated workstations from among five
sites across Italy to a centralized location
using IBM Smart Business Desktop
Cloud and technology from Wyse
Installed four IBM BladeCenter® HS22
servers running VMware technology at
the central server farm located in Settimo
Milanese, Italy

Automated

Enabled automatic updates to all end
devices when an application needs to
be upgraded or new software is config-
ured, easing IT management and mini-
mizing employee downtime

Gained the ability to update the virtual
desktop environment via the server, while
data is managed over the security-rich
data center servers and is no longer
stored on the client side

Secured

Leveraged the IBM Smart Business
Desktop Cloud and Wyse thin-client
solutions to vastly improve security and
simplify software license management

Transformed

Architected a Smart Business Desktop
Cloud solution based on Wyse full
streaming client technology
Streamlined IT operations and gained
the ability to manage applications from
asingle, central location

“The combination of IBM and Wyse cloud client computing solutions
has strengthened the continued success of delivering a new level of flex-
ibility to support our joint customers’ business demands and adapt for

change,” says Mark Jordan, vice president, EMEA, Wyse.

Centralizing management and data storage through effective
integration

As part of the transformation, Call & Call is migrating workstations from
five sites across Italy to a centralized location. IBM Global Technology
Services installed one IBM BladeCenter E Chassis housing four IBM
BladeCenter HS22 servers running VMware technology in Settimo
Milanese, Italy. Additionally, one IBM BladeCenter HS22 server run-
ning the Microsoft® Windows® operating system with Wyse Streaming
Manager technology was installed at each call center site.

Automating the tedium of user updates

The desktop cloud environment provides automatic updates to all end
devices when an application needs to be upgraded or new software is con-
figured, easing I'T management and minimizing employee downtime.
Leveraging the desktop cloud environment, Call & Call can simply
update the virtual desktop environment via the server. Additionally, data
is managed over the security-rich data center servers and is no longer
stored on the client side.

Improved security and software license management

The IBM Smart Business Desktop Cloud and Wyse thin-client solu-
tions provide vastly improved security for Call & Call, with the added
benefit of increasing operational efficiency through centrally managed
workstations. In addition, the new solution is expected to reduce the need
for device management, simplify software license management and lower
overall energy consumption for the organization, resulting in significant
cost savings.

Expanding the desktop cloud into the future

Call & Call has achieved significant success by virtualizing desktops and
implementing the cloud environment. In the future, Call & Call plans to
further expand its desktop cloud environment. “The savings in virtualizing
our desktops allowed us to improve the capacity of each system and pro-
vided a 90 percent reduction in energy savings, but the most important
benefit has been our savings in personnel costs for deploying, upgrad-
ing and managing software and systems,” says Fabio Mattaboni CIO,
Call & Call.
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Solution Components

Software
o VMware
* Microsoft Windows

Servers

» IBM System Storage® DS3400

» IBM BladeCenter E Chassis housing four
IBM BladeCenter HS22 servers

»  Wyse full streaming client

Services
« |BM Global Technology Services

Achieving increased efficiency, scalability and

return on investment

With the new Smart Business Desktop Cloud solution from IBM Global
Technology Services, Call & Call was able to reduce management from
more than 1,200 geographically distributed computers to one single oper-

ating system image and one application image per application typology.
The drastic management improvement directly resulted in a cost reduc-

tion for the company. Additionally, the new solution allowed Call & Call
to dramatically reduce the effort of end user device management, reduce
software management and significantly reduce power consumption.

The IBM BladeCenter infrastructure provides advantages like ease of
scalability and ease of integrated management of storage and network-
ing. In addition, the user experience is not affected because each user con-
tinues to have an individual desktop environment. The organization is
projecting to cut support and operational costs by up to 50 percent when
the project is completed, thanks to the reduction in user help desk calls
and almost complete avoidance of onsite services. It also expects energy
savings of almost €100,000 in three years.

“IBM’s experience in services and our expertise in creating a cloud com-
puting infrastructure has allowed us to help clients simplify their entire
enterprise and become more flexible to adapt to changing market needs.
Together, IBM and Call & Call have created a solution to make desk-
tops more flexible and efficient while cutting energy and I'T' costs with
the use of IBM’s Smart Business Desktop Cloud,” says Rich Esposito,
vice president, workplace services, I'T strategy services, IBM.

For more information

To learn more about smarter computing from IBM and how we can
help you integrate, automate, secure and transform your I'T, contact
your IBM sales representative or IBM Business Partner, or visit:
ibm.com/smartercomputing

For more information about Call & Call Holding, visit:
www.callecall.it


http://ibm.com/smartercomputing
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