
www.getronics.be

GuArAnteeinG exCeLLent serviCe: the ChALLenGe

the e-loket® platform was developed by Fedict for electronic 

administrative transactions with the government. one of the 

internet services running on it is police-on-web, where citizens 

can lodge complaints or request home monitoring, among 

other services. “the police-on-web website was recently 

extended with ALine: the ALarm information exchange,” says 

serge Libert, the e-loket® project manager at Fedict. “since 

recently, alarm systems are no longer reported to the police, 

but rather to this central reporting point. All alarm systems 

installed in Belgium will have to be registered with ALine by 1 

march 2010. this will save the local police a great deal of work 

and make it easier to identify the owners. But while the number 

of transactions on police-on-web has been quite limited so far, 

it is expected to increase to approximately 30,000 transactions 

per month because of ALine.

there will also be more frequent calls to the service desk: an 

estimated 40 calls per day. We had to optimize our it service 

management to guarantee our clients continued excellent 

service.”

the Best AnsWer to hiGh demAnds

As is usual with major government assignments, a public 

tendering process was used to fi nd a partner to support Fedict 

during this improvement path. the criteria in the tender 

specifi cations were primarily qualitative in nature, e.g. compe-

tency, references and technical capacity. the tender was 

awarded to Getronics, a leading it services company with a 

reputation in service management, which, according to serge 

Libert, offered the best response to Fedict’s needs. Getronics 

completed a due diligence path between november 2008 and 

january 2009, and a concrete proposal was worked out based 

on the results. implementation of the improvements began in 

january 2009.

Clientname ≥ Fedict (Fps information and
  Communication technology)

Industry ≥ Government

Challenge ≥ optimization of it service management

Solutions ≥ safeguard the quality of service by designing new 
incident management procedures and refi ning existing 
guidelines, making better agreements with internal and 
external back-end systems, specifying an escalation system 
and thoroughly training the service desk operators.

Advantages
• Improved effi ciency
• Time-saving 
• Enhanced quality of the IT service

suBmittinG your tAx deCLArAtion And reportinG A BiCyCLe theFt to the poLiCe Are onLy tWo oF the mAny AdministrA-

tive ACtions thAt you CAn CompLete eLeCtroniCALLy in BeLGium, WhiCh is A Frontrunner in e-Government todAy. 

simpLiFyinG Government AdministrAtion is one oF the tAsks oF FediCt, the FederAL puBLiC serviCe For inFormAtion 

And CommuniCAtion teChnoLoGy. With ApproximAteLy 85 empLoyees, FediCt deveLops e-Government soLutions For 

Government AdministrAtion And supports other serviCes WhiLe they extend their it inFrAstruCture.

“GetroniCs heLped us to reACh our GoALs optimALLy 
With the resourCes And peopLe At our disposAL.” 
(serGe LiBert, FediCt e-Loket® projeCt mAnAGer)

Customer CAse: FediCt

top QuALity serviCe is A
Government priority 
GetroniCs supports FediCt durinG the optimiZAtion oF its it serviCe mAnAGement



Continuous improvement

New incident management procedures were determined and 

the existing guidelines refined in cooperation with Getronics. 

Getronics also helped Fedict to make better agreements about 

the internal and external back-end systems. Police-on-web is 

set up so that the front-end is not available when the back-end 

systems are unavailable, in order to prevent a complaint from 

failing to arrive, for example. “The back-end must be optimally 

available, so we have made clear agreements about expecta-

tions. We also have clear agreements with the first and second 

line support service desk, an internal pool that we share with 

other services. After all, this has a direct influence on the 

quality of our service,” says Serge Libert. “Getronics supported 

us during the establishment of the escalation procedures, 

which we consider to be a constructive mechanism for un-

blocking incidents and, through obstacle analysis, as a means 

for continuing to improve our service.”

The introduction of an experienced consultant

Getronics tackled the Fedict project as a consultant who 

accompanies the client in the project, and as an adviser who 

also looks towards the future and investigates the best path to 

reach the objectives, outside the limits of the project if neces-

sary. “The cooperation with Getronics went very well. We are 

already seeing clear results,” says Serge Libert. “They proved 

that they can deal effectively with external impediments and 

problems, and helped us to reach our goals optimally with the 

resources and people at our disposal. They were even flexible 

enough to reflect on a following project, even though it wasn’t 

their priority. I also appreciated their good communication 

skills: Getronics listened to our wishes and responded with 

tailored solutions.”

A positive effect on efficiency

The introduction of new incident management procedures 

required intensive training of the service desk operators, which 

Getronics also took on. “While the result of these training 

courses cannot be measured objectively of course, I feel that 

Getronics tackled this area well and invested a great deal of 

time in it. But optimization of our service management contri-

butes significantly to the efficiency of our service desk. Dealing 

with a simple question cannot take two hours. By adopting a 

more disciplined approach, with clear procedures, we are 

endeavoring to restrict the time per ticket to approximately 10 

minutes. And we are really moving in the right direction. But the 

most visible result of our improved service management is that 

we have come through the implementation of ALINE success-

fully. Without reliable service management we could never have 

coped with ALINE’s large transaction volume,” concludes Serge 

Libert.
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ABOUT GETRONICS
Getronics is a leading ICT service-provider in the world and the largest ICT service-provider in the Benelux. As expert in workspace services, connectivity,
datacenter services and consulting, Getronics helps organisations and its employees to improve performance. To do this, Getronics has a complete portfolio 
of integrated ICT services for the large enterprise market and works according to a Global Service Delivery Model ensuring that services provided for clients 
throughout the world are of consistent quality. Since 23 October 2007, Getronics is part of KPN, the main provider of telecommunication services in The 
Netherlands.

customer case: FEDICT

“Without reliable service management we could 
never have coped with ALINE’s large transaction 
volume.” (Serge Libert, Fedict E-loket® Project manager)


