	[image: image3.jpg]



	
	

	
	
	Microsoft Office System

Customer Solution Case Study

	
	[image: image3.jpg]
	

	
	[image: image4.png]SOUTH EAST )
WATER 3—2




	[image: image4.png]
	South East Water Accelerates Key Processes with the 2007 Microsoft Office System

	
	
	
	



	Overview

Country or Region: Australia

Industry: Utilities

Customer Profile

South East Water Limited is a state-owned company that provides water and sewage services to 1.3 million people in Melbourne’s southern and eastern suburbs.

Business Situation

Inefficiencies created by manual processes for generating capital approvals and key performance indicator (KPI) reports were causing delays and potential inaccuracies, affecting the integrity of published reports and hindering business agility. 

Solution

By automating these processes using Microsoft Office SharePoint Server 2007 and Microsoft Office InfoPath 2007, South East Water created a streamlined system for data collection and report generation.

Benefits

· Improved decision-making.

· Increased reporting accuracy.

· Enhanced collaboration.

· Reduced volume of documents. 

· Streamlined key business processes. 


	
	
	“The success of this pilot project has given us the confidence to embrace new Microsoft products such as Microsoft Office SharePoint Server 2007 earlier than planned.”

Marcus Darbyshire, Chief Information Officer, South East Water Limited



	
	
	
	Across Australia, the constant struggle with drought means authorities such as South East Water Limited must manage their resources and provide services efficiently and cost effectively. To address inefficiencies in its processes for capital approvals and key performance indicators, South East Water turned to Microsoft Gold Certified Partner Strategic Data Management (SDM). SDM set up a pilot project using Microsoft® Office SharePoint® Server 2007 and Microsoft Office InfoPath®. The project was monitored by independent analyst BearingPoint, whose assessment showed implementing the 2007 Microsoft Office System technologies had the potential to significantly improve the timeliness and accuracy of management decision-making. The pilot also showed South East Water how it could significantly streamline key business processes and improve resource utilization and collaboration across the organization.
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Situation

Meeting consumer water requirements in a time of short supply is the arduous duty of water authorities across the parched Australian continent. In Melbourne’s southern and eastern suburbs, that duty falls to South East Water Limited.
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Through its vast network of water mains and sewerage pipes, this state-owned company delivers water and sewage services to more than 1.3 million people. 

According to the organization’s Chief Information Officer Marcus Darbyshire, the company has always used information technology in pursuit of the best economic, social and environmental outcomes. “From day one, South East Water recognized the importance of IT in maintaining public health and keeping the taps running,” he says. 

“Microsoft technologies have always been an essential component of the information systems which serve our head office staff and our people in the field.”

Four of the key IT applications that support South East Water’s operations are:

· A customer service information system for customer billing and metering water usage.

· An asset management system which details the organization’s underground assets. 

· A field force automation system for managing preventative maintenance and emergency work on pipes and equipment.

· A real-time SCADA (Supervisory Control And Data Acquisition) system to monitor the performance of the organization’s water and sewerage network remotely.

Despite its focus on technology, South East Water identified two business processes as problem areas in need of automation. The organization’s processes for generating capital approvals and non-financial corporate key performance indicators (KPIs) involved a large amount of manual handling as reports moved from person to person.

“South East Water is responsible for a considerable amount of infrastructure associated with delivering water and sewage services,” says Paul Daniel, Account Manager at Strategic Data Management, one of South East Water’s IT providers and a Microsoft Gold Certified Partner. 

“With such a large equipment inventory, there are always going to be expenditures for maintenance and new equipment purchases. And with those expenditures come the obligatory approval processes associated with purchase decisions.

“For South East Water, these in-house approval processes were often complicated and involved a significant number of people,” Daniel continues. “It made fiscal sense for the organization to see if they would benefit from automation.”

South East Water’s existing technology platforms hindered the collaboration required to complete each process satisfactorily, which meant generating reports was unacceptably labor intensive. There was no guarantee the information published in results was 100 percent accurate or timely.

IT Applications and Project Services Manager Penny Papakostopoulos says this resulted in confusion and inefficiencies. “These manual processes were very difficult to track,” she says. “Each KPI was updated by the business units and the spreadsheet emailed to the administrator for collation into a single report. 

“It was impossible to track changes and, if staff were away, it was not always clear who had updated the report in their absence. All in all, it was a messy way to handle vital performance reporting processes; it was prone to errors and sometimes produced less than satisfactory results.”

For South East Water, a successful solution would:

· Reduce the effort involved in collecting, collating and presenting KPI data.

· Reduce the time and cost of tracking each approval request.

· Reduce data entry effort and time.

· Reduce the time spent re-assigning work.

· Avoid duplication of effort.  

· Reduce the time spent searching for business cases.

· Reduce the volume of emails and documents generated.

Solution

South East Water turned to Strategic Data Management (SDM) to assess the problem and suggest a solution. South East Water was already an established Microsoft customer and its IT staff were keen to explore the benefits offered by new Microsoft technologies.

SDM implemented a pilot project to examine the two processes South East Water had identified as inefficient and prone to errors: capital approvals and key performance indicator reporting. 

SDM deployed a solution based on the 2007 Microsoft Office System that included Microsoft Office SharePoint Server 2007, Microsoft Workflow Foundation Services, Microsoft Office InfoPath 2007, Microsoft Office Word 2007, Microsoft Office Excel 2007and business intelligence reporting components of Office SharePoint 2007. 

During the pilot project, two SDM staff worked in-house at South East Water and the company also provided a dedicated project manager.  

“Microsoft Office SharePoint Server 2007 and Office InfoPath 2007 were the pivotal technologies in this project and integrated smoothly with the other 2007 Office system applications,” Daniel says.

Microsoft Office SharePoint Server 2007 gives organizations better ways to manage their electronic content, speed up their business processes and make better decisions. 

Microsoft Office SharePoint Server 2007 includes Microsoft Office InfoPath Form Services, which allows organizations to create workflows based around Web forms that are easy to integrate into back office systems.

“SDM were quick to resolve issues and spent a lot of time with us discussing the issues we were having to ensure the solution they created matched our needs,” Says Darbyshire.

Capital Approvals 

Created using Microsoft Office SharePoint Server 2007, the newly created capital approvals process includes workflows that route requests automatically between relevant parties for approval. 

Email alerts inform managers when requests have been made, allowing them to respond quickly and appropriately. Before a capital approval is granted or rejected, each user is prompted for their credentials to ensure the security of the operation.

The new system also tracks the status of capital approval requests throughout the entire approval process. 


KPI Process

The new solution replaces the KPI spreadsheet with a single, centralized portal where KPI information can be coordinated and accessed concurrently by all the relevant contributors.

At a set time each month, these users are sent an email reminding them to update their KPI data. Once the relevant information has been updated and submitted, an automated workflow routes it to a manager for approval prior to inclusion in the central KPIs.

The solution allows users to examine the KPI information for detailed analysis and lets administrators prepare accurate reports quickly.

Benefits

Microsoft engaged independent business analyst BearingPoint to assess the impact of the new Microsoft solutions. In its report, BearingPoint observed a range of financial and productivity benefits.

Access to More Accurate and Timely Information

Less human intervention, especially in areas such as data entry, has greatly increased the accuracy and reliability of information. In addition, standardizing the processes will deliver consistent results. According to BearingPoint, this will enable the business to make more informed decisions. 

“We received an immediate, positive response to the new system the first time we showed it to staff,” says Rob Cottrell, Senior Web Master, Designer and Developer, IT Applications and Project Services for South East Water. “Much of the reason for this great feedback was the familiar Microsoft interface they were already comfortable using.

“They also recognized its impressive functionality and ability to produce detailed reports for senior management and other South East Water personnel quickly and easily.”

More accurate information and faster reporting turnarounds have improved management decision making, resulting in a more responsive and flexible business. This has also enhanced South East Water’s image in the marketplace and among staff as a modern, forward-looking organization.

Reduced Costs through Automation

According to the BearingPoint report, the pilot project demonstrated that South East Water could achieve significant cost reductions through increased efficiency and automation. 

BearingPoint estimated the potential productivity savings through implementing the new capital approvals process to be as much as A$19,344 per annum. It also estimated South East Water could achieve additional productivity savings through the new KPI reporting process and the reduction in paper usage as a result of automating these processes.

Streamlined Processes Increase Efficiency

Automating the capital approval and KPI processes has eliminated the manual, time-consuming and inefficient system previously used by South East Water. 

“Microsoft Office SharePoint Server 2007 has the potential to provide real breakthroughs in the way the organization collaborates,” says Darbyshire. “It has made our processes faster, more efficient and easier to use. Automation means we no longer have to worry if people are following the right procedures.”

Bottlenecks caused by waiting for staff to respond to requests or pass the form to the next person have been removed; email-based alerts inform staff when their input is required. Once received, workflow tools route the form to the next person automatically. 

“The new KPI process makes it incredibly simple to publicize this information to the whole organization,” says Darbyshire. “It is a far more interactive and real-time process.”

“It’s a significant boost to the business to have a collaborative workspace where people can add content and view changes, all in the one place,” adds Papaostopoulos.

Improved Compliance
BearingPoint found the improved processes would help South East Water meet its reporting responsibilities to government departments and organizations such as VicWater, the Department of Sustainability and Environment and the National Water Commission. 

The pilot project also demonstrated that the new processes will increase South East Water’s alignment with internal policies around finance, risk management and the environment.

“In the past, we struggled to find an IT solution that would provide effective human workflow services for South East Water,” says Darbyshire. “We looked at a number of products over the years but none of them fulfilled our requirements.

“The success of this pilot project has given us the confidence to embrace new Microsoft products such as Office SharePoint Server 2007, Office InfoPath 2007 and the Microsoft Windows® Workflow Foundation hosting environment earlier than planned. We are looking forward to implementing them as the corporate standard for workflow in our business processes as soon as possible.”


Microsoft Office System
The Microsoft Office System is the business world’s chosen environment for information work, providing the programs, servers, and services that help you succeed by transforming information into impact. 

For more information about the Microsoft Office System, go to: 

www.microsoft.com/office

“It’s a significant boost to the business to have a collaborative workspace where people can add content and view changes, all in the one place.” 


Penny Papakostopoulos, IT Applications and Project Services Manager, Information Services, South East Water Limited
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Software and Services


Products


Microsoft Office Excel 2007


Microsoft Office InfoPath 2007


Microsoft Office Word 2007


Microsoft Office SharePoint Server 2007


Services


Microsoft Windows Workflow Foundation Services


ASP.NET 2.0


�
Hardware


HP ProLiant BL 20p servers


HDS 9970 SAN


HP Compaq dc7600 PCs





Partners


Strategic Data Management�
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For More Information


For more information about Microsoft products and services, call the Microsoft Sales Information Center at (800) 426-9400. In Canada, call the Microsoft Canada Information Centre at (877) 568-2495. Customers who are deaf or hard-of-hearing can reach Microsoft text telephone (TTY/TDD) services at (800) 892-5234 in the United States or (905) 568-9641 in Canada. Outside the 50 United States and Canada, please contact your local Microsoft subsidiary. To access information using the World Wide Web, go to: www.microsoft.com





For more information about Strategic Data Management Pty Ltd products and services, call (613) 9684 0100 or visit the Web site at: www.sdm.com.au





For more information about South East Water Limited products and services, call (61) 131 694 or visit the Web site at: www.southeastwater.com.au











