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IT Firm Increases E-Mail Availability, Cuts Costs by 37 Percent with Online Software

	
	
	
	


	Overview

Country or Region: United States
Industry: Professional services—IT services
Customer Profile

Intertec Consulting is an IT services firm with offices in the United States, Europe, and Costa Rica. Intertec is based in Phoenix, Arizona, and has 300 employees worldwide.
Business Situation

The company found its hosted Lotus Notes messaging system to be sluggish, unreliable, and costly, which impaired employees’ ability to communicate with one another and with clients.
Solution

Intertec switched from Notes to the Microsoft Business Productivity Online Standard Suite, part of Microsoft Online Services, to gain Internet-based access to a full suite of communications software.
Benefits

· Reliability increased to 99.9 percent

· Messaging costs reduced by 37 percent

· Productivity boosted companywide

	
	
	“With the switch from Lotus Notes to Microsoft Online Services, we improved e-mail uptime from 89 to 99.9 percent. Our employees are assured that their e-mail will always be there.”
Bob Prezkop, Chief Information Officer and Vice President of Global Delivery, Intertec Consulting


	
	
	
	As a midsize IT services firm, Intertec Consulting has 300 employees working in six offices around the world—and e-mail communication with one another and with customers is vital. The company’s older Lotus Notes messaging system was not getting the job done. Frequent downtime and sluggish performance frustrated employees and deprived them of needed messages and contacts. Intertec moved to the Microsoft Business Productivity Online Standard Suite, which provides up-to-date communications and collaboration programs over the Internet from Microsoft data centers. Since making the switch, e-mail availability has soared from 89 percent to 99.9 percent, messaging costs have dropped 37 percent, and the IT staff has 30 percent less work. Employees save on average an hour a day, or 300 hours companywide, which they put to good use making Intertec more successful.
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Situation

For technology consultants, it’s critical to have exemplary internal business systems, both to set a good example for customers and to promptly meet customer needs. Intertec Consulting of Phoenix, Arizona, recently overhauled its e-mail messaging system—its communications lifeblood—to improve its ability to meet both objectives and to reduce costs.

Founded in 2002, Intertec is a global organization with 100 consultants working in four U.S. offices and one U.K. office, and 200 developers working in Costa Rica. Its customer base consists primarily of government and Global 1000 companies in the aerospace, high-tech, retail, financial, mining, and pharmaceutical industries. 
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 years, Intertec has streamlined its in-house technology holdings to create an agile infrastructure focused on customer responsiveness. It maintains a small data center in its Phoenix headquarters, which primarily runs the company’s financial applications and Microsoft Office SharePoint Server 2007 collaboration software, and another in Costa Rica, which runs development software. It has gradually moved administrative services such as e-mail messaging and collaboration services to a software-as-a-service model, hosting these applications at third-party data centers, or “in the cloud.”

“Putting applications in the cloud lowers costs and relieves our IT staff of maintaining an extensive IT infrastructure,” says Bob Prezkop, Chief Information Officer and Vice President of Global Delivery for Intertec Consulting. “As a small shop, we want to focus on delivering solutions to customers rather than on maintaining an in-house environment.” 

However, in the company’s experience, its hosted Lotus Notes messaging environment was slow, unreliable, and costly. “Any time you needed to do something simple, such as add a folder, it took up to 10 seconds,” Prezkop says. “We weren’t really sure whether the problem was with Notes or with insufficient hardware, because our hosting provider was uncommunicative and unsupportive. To our users, it didn’t matter; they only knew that their tool was not responding.” 

At Intertec, Notes was also down about 10 percent of the time, with availability hovering in the 89 percent range. “We conduct a significant portion of our business over e-mail, and if e-mail is down, our business is seriously impacted,” Prezkop says. “If we lose e-mail, we lose business.” Intertec had also created a custom customer relationship management (CRM) solution on top of Notes, so when Notes was not available, neither were customer records, which severely impacted day-to-day business.

“We’re a technology company that provides software development and maintenance services to other companies. It did not look very good that we could not keep our own e-mail system running,” Prezkop says. “To add insult to injury, Notes was expensive to maintain. It was galling to fork over large amounts of money for a program that was not working properly.”

Solution

When Prezkop joined Intertec in May 2009, he immediately noticed the negative impact that Notes was having on the company, and put together a proposal to make a change. Because Intertec had just selected a new CRM system, MaxHire, which worked well with Microsoft Exchange Server 2007, Prezkop decided to pursue Exchange Server messaging options. 

The company evaluated a number of Exchange Server hosting providers and compared pricing. The Microsoft Business Productivity Online Standard Suite, part of Microsoft Online Services, quickly rose to the top of the list. “We wanted the lowest-cost, first-class provider we could find,” Prezkop says. “There were a number of top-notch hosters, but Microsoft Online Services was 15 percent less expensive than the closest competitor.” 

The Microsoft Business Productivity Online Standard Suite is a set of subscription-based communications and collaboration services hosted by Microsoft and licensed through Microsoft [image: image5.jpg]


and its partners. It includes Microsoft Exchange Online (e-mail messaging, calendaring, and contacts), Microsoft SharePoint Online (Web-based collaboration and document-sharing), Microsoft Office Live Meeting (audio and video Web-conferencing), and Microsoft Office Communications Online (instant messaging and presence capabilities).

Intertec migrated its Notes messaging infrastructure to Microsoft Online Services in August 2009. “It was easy enough to move Notes that we did it ourselves without a partner,” Prezkop says. His staff moved mailboxes using the Quest Notes Migrator for Exchange (from Quest Software). In one three-day weekend, Prezkop and his staff moved all 300 mailboxes—about 90 gigabytes (GB) of data—to Microsoft Exchange Online. Because employees already used Microsoft Office Professional 2003, adapting to the Microsoft Office Outlook 2007 messaging and collaboration client was not difficult.

With Exchange Online, Intertec Consulting is experiencing a reliable e-mail system that is up all the time, performs well, and full of up-to-date features. Office Outlook 2007 interfaces extremely well with the company’s MaxHire CRM program, which makes it easy for employees to move between the two programs throughout the day. For example, they can record customer contact information in Office Outlook and have it automatically recorded in MaxHire, and vice versa. Or, they can send e-mail messages to customers from within MaxHire.

Although Intertec had a SharePoint site previously, the software had not been installed properly and user adoption was low. Intertec has designated SharePoint Online as its central document repository and also plans to move the company’s intranet to the online service. “We will be able to take much better advantage of SharePoint Online than we did our previous SharePoint site, because we’ll have higher server availability and more storage room,” Prezkop says. Employees in the offices throughout the global organization will be able to access customer contracts, customer service-level agreement commitments, project documents, proposals, and other business documents any time that they have an Internet connection. 

Intertec previously used the instant messaging service built into the Skype voice over Internet Protocol (VoIP) phone service, but Prezkop was concerned about entrusting critical communications to free software. “Using Office Communications Online will reduce the risk to our environment,” he says. “It’s supported software rather than freeware. We know that it’s secure and will be enhanced regularly, so there is less chance for virus or other attacks.”

The company has replaced GoToMeeting video-conferencing software with Office Live Meeting, which employees use to hold individual and team meetings with customers and colleagues around the world. 

Benefits

By migrating its Lotus Notes infrastructure to Microsoft O[image: image6.jpg]


nline Services, Intertec Consulting has been able to boost e-mail reliability from 89 percent to 99.9 percent, cut messaging costs by 37 percent, and return at least an hour a day to each employee by eliminating e-mail downtime.

Reliability Increased to 99.9 Percent

Intertec is relieved to finally have a rock-solid, reliable messaging system. “With the switch from Lotus Notes to Microsoft Online Services, we improved e-mail uptime from 89 to 99.9 percent,” Prezkop says. “Our employees are assured that their e-mail will always be there and perform well so that they can be responsive to one another and to customers. People expect e-mail to just be there, like the lights coming on when you flip the switch. Now it does. Using Microsoft Online Services also takes the pressure off my IT team. We no longer hear constant complaints.” 

Messaging Costs Reduced by 37 Percent

Intertec has also saved a great deal of money by moving to Microsoft Online Services. “We have reduced our messaging costs by 37 percent by moving from hosted Lotus Notes to Microsoft Online Services,” Prezkop says. “This is a significant savings that we can invest elsewhere.” 

Specifically, Intertec is redirecting both the hard savings and the IT staff time that was previously spent fielding Notes-related help-desk calls, to improving the company’s development environment so that Intertec developers have more dependable tools to service customers. “We have freed up about 30 percent of our [IT staff] time, which we can put to more profitable use helping our employees and our customers,” Prezkop says. Intertec also eliminated the U.S.$1,000 a year it used to spend licensing the GoToMeeting video-conferencing software.

Productivity Boosted Companywide 

With more reliable, high-performance e-mail messaging, Prezkop estimates that employees are each easily saving an hour a day, or 300 hours a day companywide. “We’ve been able to convert the time we used to spend waiting for Notes to respond or come back up, and engineering communication workarounds, into productive time that benefits the business,” Prezkop says.

When Intertec finishes transferring content to SharePoint Online, it will have an easily accessed repository containing up-to-date policies and procedures, records of past projects, contracts, service-level agreements, and other business documents. “Since we are in the delivery business, procedures are very important to us to ensure that all our consultants are adhering to standard processes,” Prezkop says. “We will also be able to streamline our proposal process by about 15 percent by storing standard sections of statements-of-work, so staff members can generate proposals faster and ensure that they contain correct information. This will eliminate repetitive work and improve proposal accuracy.” 

While Intertec has realized a great many business benefits by moving to Microsoft Online Services, Prezkop has his own personal reasons to be grateful. “Moving to Microsoft Online Services has drastically reduced my pain,” he says. “Every time I used to walk down the hall, people would ‘share their insights’ about Notes. Now, no one says anything to me about e-mail except how great it is.” 


Microsoft Online Services
Microsoft Online Services are business-class communication and collaboration solutions delivered as a subscription service and hosted by Microsoft. With these offerings, customers can cost-effectively access the most up-to-date technologies and immediately benefit from streamlined communications, simplified management, and business-class reliability and security features. For IT staffers, Microsoft Online Services are backed by strong service level agreements and help reduce the burden of performing routine IT management, freeing up time to focus on core business initiatives.

For more information, visit: 

www.microsoft.com/online
"As a small shop, we want to focus on delivering solutions to customers rather than on maintaining an in-house environment.” 


Bob Prezkop, Chief Information Officer and Vice President of Global Delivery, Intertec Consulting
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“It was easy enough to move Notes that we did it ourselves without a partner.” 


Bob Prezkop, Chief Information Officer and Vice President of Global Delivery, Intertec Consulting
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“We’ve been able to convert the time we used to spend waiting for Notes to respond or come back up, and engineering communication workarounds, into productive time that benefits the business.”


Bob Prezkop, Chief Information Officer and Vice President of Global Delivery, Intertec Consulting
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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 in the United States and Canada who are deaf or hard-of-hearing can reach Microsoft text telephone (TTY/TDD) services at (800) 892-5234. Outside the 50 United States and Canada, please contact your local Microsoft subsidiary. To access information using the World Wide Web, go to:


�HYPERLINK "http://www.microsoft.com"�www.microsoft.com�





For more information about Intertec Consulting products and services, call (602) 452-6400 or visit the Web site at: � HYPERLINK "http://www.intertec-consulting.com" �www.intertec-consulting.com�











