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	Overview

Country or Region: Australia
Industry: Hosting
Partner Profile

WebCentral employs 200 people and has offices in Brisbane, Queensland and Sydney, New South Wales. A brand within the Melbourne IT Group, WebCentral offers a broad range of services and hosts more than 80,000 Web sites and domains.
Business Situation

In the face of mounting competition, WebCentral wanted to find ways to increase customer retention and average revenue per user (ARPU). 
Solution

By adding a hosted service offering based on Windows® SharePoint® Services, WebCentral could better meet the needs of small to midsize businesses, increasing ARPU and decreasing churn.  
Benefits

Using Windows SharePoint Services, WebCentral can:

· Meet pent-up business demand
· Facilitate delivery of customized sites

· Support its one-stop shopping approach to service delivery


	
	
	“Churn among our Windows SharePoint Services customers is very low—less than 1 percent. In that sense, it’s a very sticky offering.”
Lee Wade, Product Manager for the Managed SharePoint 2007 Service, WebCentral


	
	
	
	Australian hosted service provider WebCentral already offered a broad range of Web hosting services. It already offered business-class messaging and collaboration services based on Microsoft® Exchange Server 2003. Still, managers wanted to offer more to small and midsize businesses. They wanted to deliver a service that would increase the average revenue per user (ARPU) and that would help increase customer retention. They discovered they could accomplish both goals by delivering services that enable business information sharing and the development and deployment of lightweight business applications. Based on Windows® SharePoint® Services 3.0, the WebCentral Managed SharePoint 2007 service is helping WebCentral increase revenues and keep customer turnover low while providing a valuable service to its customers.  
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Situation

WebCentral was one of the first Australian service providers to offer hosted services, and since 1996 it has steadily been adding to the hosted service offerings it can provide small and midsize businesses. Yet over the past few years, more and more commodity hosting providers have appeared on the scene, increasing competition, driving down profit margins, and prompting WebCentral management to look for hosted service offerings that will appear even more attractive than any they have been able to offer before.
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“We were looking for ways to grow our existing customer base and increase our revenues,” says Lee Wade, Product Manager for Hosted Windows SharePoint Services at WebCentral. “We were looking at services that went beyond traditional Web hosting and that would enable us to increase our average revenue per user [ARPU].”

For WebCentral, Windows® SharePoint® Services 3.0 is proving to be an ideal foundation for a revenue-generating hosted service offering. Windows SharePoint Services 3.0 provides tools for information sharing and the development and deployment of lightweight business applications, both of which small and midsize organizations can use to increase team productivity and streamline processes—without having to maintain or train an internal IT team. At the same time, WebCentral is finding that Windows SharePoint Services helps it retain customers. The more its customers rely on Windows SharePoint Services, the less likely they are to jump to another service provider that offers a commodity service for a few pennies less each month. Among the WebCentral customers that have subscribed to its hosted Windows SharePoint Services offering, churn has been less than 1 percent—suggesting that this is a win-win scenario for WebCentral and its customers alike.  

Solution

Windows SharePoint Services 3.0 is technology in the Windows Server® operating system that offers an integrated portfolio of collaboration and communication services designed to connect people, information, processes, and systems both within and beyond the organizational firewall. It has been designed for easy implementation by hosted service providers like WebCentral, which can quickly and cost-effectively deploy a customer site designed to meet customer needs for collaboration and lightweight business applications. Windows SharePoint Services includes 41 application templates—and that number is growing—tailored to address the needs and requirements for specific business scenarios, such as project management, document management and collaboration, business process management, customer relationship management, campaign management, and incident management, among others. These templates can solve many business needs right out of the box; they can also be customized with tools such as Microsoft Office SharePoint Designer 2007 or the Microsoft Visual Studio® development system, so that customers or developers can build even more sophisticated Microsoft ASP.NET–compatible solutions with Windows SharePoint Services.

Today, WebCentral supports nearly 500 companies with a hosted service offering based on Windows SharePoint Services 3.0. Its Managed SharePoint 2007 offering runs on shared IBM eServer xSeries 336 (x336) servers running either the 32-bit or 64-bit editions of the Windows Server 2003 Standard Edition operating system. WebCentral supports its offering with database services built on Microsoft SQL Server™ 2005 database software. It manages and monitors its Brisbane-based data center facilities using key members of the Microsoft server product portfolio, including Microsoft Systems Management Server 2003 and Microsoft Operations Manager 2005.   

WebCentral offers several different tiers of service. Customers can pay as little as AU$79 per month for a managed SharePoint site with 500 megabytes (MB) of storage space and 25 user licenses. For AU$99 per month, a business can get 2 gigabytes (GB) of storage space and an unlimited number of user licenses. Service levels offering 3 GB and 5 GB of storage space are also available for higher monthly fees. 
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Because WebCentral offers access to Windows SharePoint Services under the terms of the Microsoft Service Provider Licensing Agreement (SPLA), there are no upfront software license fees for either WebCentral or its customers. WebCentral licenses Windows SharePoint Services from Microsoft on a per-company, per-month basis, and its fees to Microsoft are based on the number of customers using its service during a given month. Customers can contract with WebCentral on a month-to-month basis and terminate their contracts at any time by giving 30-days’ notice. They can also contract with WebCentral on a yearly basis, for an annual fee that is discounted by the equivalent of a month’s service fee (so they effectively pay for 11 months of service and receive 12).   

Features of the WebCentral Managed SharePoint 2007 service include:

· Document and versioning management.

· Shared calendars and contact lists.

· Meeting workspaces.

· Mobile access support to keep employees on the move in the loop.

· Support for wikis and blogs and really simple syndication (RSS) feeds. 

Beyond these features, WebCentral also offers free technical support 24 hours a day, seven days a week (24/7) and access to more than 40 business application templates that customers can quickly use to develop sites designed to serve very specific business purposes, such as event planning, compliance reporting, project tracking, and more. 
Benefits

Windows SharePoint Services provides WebCentral with a powerful platform for delivering the kinds of collaboration, task management, and contextual document management services that small and midsize Australian businesses have been wanting—and at a price they can afford. Because WebCentral has had years of experience building and supporting hosted services based on the Windows Server platform, it can deliver the reliability and availability that customers want, without any of the IT resource overhead that they don’t want. 

For WebCentral and its partners—including a network of Web developers and resellers—Windows SharePoint Services provides other benefits. It is helping to create greater customer retention for WebCentral, which means a longer revenue stream and increasing ARPU. For WebCentral partners, Windows SharePoint Services is helping open new markets and create new business opportunities.

Meeting Pent-Up Demand
“There seems to be pent-up demand for an outsourced collaboration, task management, and contextual document management service,” says Lee Wade, Product Manager for the Managed SharePoint 2007 service at WebCentral. “We’re seeing an increase in the number of calls from small and midsize businesses saying they think that Windows SharePoint Services can help them. They’re coming to us, asking for an outsourced service based on Windows SharePoint Services. They’ve obviously done a bit of research into what products can help them meet their need for collaboration, common document storage, or whatever their particular problem is.  

“We just launched our technical trial of Windows SharePoint Services 3.0 in December of 2006,” Wade continues, “and it’s been hugely successful. We’ve had more than 400 companies sign up to try our Managed SharePoint 2007 service. Some are existing customers that have been using Windows SharePoint Services 2.0, but most are new customers trying it for the first time. We’re doing the early outbound calls now to get feedback, and it has been very positive. They’re in there actively using the site templates, building the tools they need to do their jobs. We’re excited because they’re really getting in there and using the tools; they’re very interested in the product and they’re very qualified leads. We anticipate a very good conversion rate as a result of this feedback.” 
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A Powerful Foundation for Customization

The WebCentral reseller channel—a combination of Australian Web developers and Microsoft value-added resellers—are also excited about Managed SharePoint 2007. In particular, they appear to be excited about the application templates and the power of tools such as Office SharePoint Designer 2007, which is specifically designed to give users the tools to customize a Windows SharePoint Services–based site.  

“Our resellers are excited because they can customize the Windows SharePoint Services templates to meet their customers’ business needs,” says Wade. “It’s less about developing code and more about refining a solution. The templates Microsoft delivers with Windows SharePoint Services might not be perfect for every business—but they’re 90 percent of the way there, which is a lot better than starting from scratch. And with the tools available to refine and customize the templates, it’s very easy for our resellers and value-added partners to create a solution that is right for their clients.”

“I love the idea of the templates,” adds Daren Hawes, Principal at Web Design Magic, a Web developer partner of WebCentral. “It makes it very easy to start up a service for a customer. I’ve found that most customers already know what they want to do with Windows SharePoint Services; they just have no idea how to do it or where to start. If there’s a template that’s close to what they want, it makes life so much easier for everyone. They look at the template and they can already relate to it.”

Another Service in the One-Stop Shopping Lane

For WebCentral and its reseller partners, the Managed SharePoint 2007 service adds a powerful and complementary offering to those that WebCentral already has on its shelf. It offers one more service that customers need, so when they are ready for it, it’s there. They need look nowhere else. “WebCentral offers one-stop shopping,” says Hawes. “My customers might just start with a simple Web hosting service, but with a couple of clicks, they can quickly add Managed Exchange [based on a hosted Microsoft Windows Exchange Server 2003 offering], Managed SharePoint 2007, e mail marketing tools, and still other services.”

And all this is available without that customer ever having to worry about configuring a server, staffing a data center for 24/7 support, installing patches or backing up data—WebCentral takes care of all of it.

“The customers we’ve had for years running Windows SharePoint Services 2.0 are asking us about the new version,” says Wade. “They’re eager to get their sites up and running on Windows SharePoint Services 3.0. For us, it’s a great offering. You’re giving small and midsize companies a tool that enables them to create their own intranet. We’re effectively embedding ourselves in their company—and once that happens they don’t want to change service providers. They’re relying on us. Churn among our Windows SharePoint Services customers is very low—less than 1 percent. In that sense, it’s a very sticky offering.”

For WebCentral, that reliance is key to achieving the company’s goals of offering more services to small and midsize businesses while increasing ARPU and customer retention. A sticky offering that meets the customer’s need and delivers a generous, recurring return: that has all the earmarks of a long-term win for WebCentral, its resellers, and the Australian business community. 


Microsoft Communications Sector
Microsoft Communications Sector delivers integrated, adaptable, comprehensive solutions built on innovative software. These solutions help communications service providers develop, deploy, and evolve customized and differentiated offerings that enhance the user experience. 

For more information about Microsoft solutions for the Communications Sector, go to:

www.microsoft.com/serviceproviders.   

“We’re seeing an increase in the number of calls from small and midsize businesses saying they think that Windows SharePoint Services can help them.” 


Lee Wade, Product Manager for Hosted Windows SharePoint Services, WebCentral
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“Our resellers are excited because they can customize the Windows SharePoint Services templates to meet their customers’ business needs. It’s less about developing code and more about refining a solution.”


Lee Wade, Product Manager for Hosted Windows SharePoint Services at WebCentral
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“Most customers already know what they want to do with Windows SharePoint Services; they just have no idea how to do it or where to start. If there’s a template that’s close to what they want, it makes life so much easier for everyone.” 


Daren Hawes, Principal, Web Design Magic
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Software and Services


Microsoft Server Product Portfolio


Windows Server 2003 Standard Edition


Windows Server 2003 Standard x64 Edition


Microsoft Operations Manager 2005


Microsoft SQL Server 2005


Microsoft SQL Server 2005 (64-bit)


Microsoft Systems Management Server 2003  �
Technologies 


Windows SharePoint Services version 3.0


Internet Information Services version 6.0





Hardware


IBM eServer xSeries 336�
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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 WebCentral products and services, call 1 800 800 099 (in Australia), +61 7 3230 7201 (international) or visit the Web site at: � HYPERLINK "http://www.webcentral.com.au" �www.webcentral.com.au�. 





For more information about Web Design Magic products and services, call +61 7 5522 0245 or visit the Web site at: � HYPERLINK "http://www.webdesignmagic.com.au" �www.webdesignmagic.com.au�.   











