CUSTOMER CASE: RED CROSS-FLANDERS

‘EFFICIENCY WITH A HEART THANKS TO
A STANDARDIZED IT ENVIRONMENT
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WITH 1,300 PERMANENT EMPLOYEES AND 14,000 VOLUNTEERS, RED CROSS-FLANDERS IS NOT JUST ONE OF BELGIUM’S

LARGEST NGO’S; IT IS ALSO A MAJOR BUSINESS THAT, NOTWITHSTANDING ITS HUMANITARIAN MISSION, HAS TO BE RUN EF-
FICIENTLY. BESIDES ITS HEADQUARTERS IN MECHELEN, THE FLEMISH BRANCH OF THE INTERNATIONAL RED CROSS MOVE-
MENT ALSO HAS SIX REGIONAL ESTABLISHMENTS, FOUR BLOOD TRANSFUSION CENTERS, FOUR DONOR CENTERS AND THIR

TEEN OPEN RECEPTION CENTER FOR ¢

YLUM-SEEKERS. IN ORDER TO ENABLE ALL OF THESE SERVICES TO WORK TOGETHER

AND COMMUNICATE IN AN OPTIMAL WAY, A UNIFORM AND CONTEMPORARY IT LANDSCAPE IS CRITICALLY IMPORTANT.

EFFICIENCY WITH A HEART: A CHALLENGE

“Red Cross-Flanders is a complex organization,” says Luc
Botten, CIO of Red Cross-Flanders, “with highly technical
activities such as blood transfusions, and on the other hand
humanitarian activities that involve dedication and idealism.”
Over time, this heterogeneous corporate culture came into
conflict with modern management striving for communication,
collaboration and efficiency —which, nonetheless, is Red
Cross-Flanders’ strategy.

‘A GREATER AUTONOMY OF THE DIFFERENT DEPARTMENTS
IS ONE OF THE MAIN ADVANTAGES OF THE GETRONICS
SOLUTION?. (LUC BOTTEN, CIO RED CROSS-FLANDERS

“As we have a humanitarian mission, we must make sure that
we use every euro we receive in the best possible way. It is
therefore no coincidence that our motto is ‘Efficiency with a
heart) he says.

STANDARDIZATION AND PRODUCTIVITY

After the necessary changes on the organizational level - in-
cluding a merger of the Blood Service and the Central Support
Services - Red Cross-Flanders thoroughly revised the IT
landscape in order to achieve greater standardization and
productivity. Leading IT service company Getronics was asked
to propose a solution to streamline the heterogeneous IT
landscape on the end user level and prepare it for the future.
“The intention was that the 1400 users of Central Services

would be more autonomous in terms of content management
and sharing, with an IT section that no longer calls the shots,
but is limited to support and service provision,” says Luc
Botten. Not only was the IT landscape standardized, the
supporting IT processes were also streamlined on the basis of
ITILV3, so the IT department can now more efficiently concen-
trate on supporting the end users.

Clientname - Red Cross-Flanders
Industry - Non-governmental aid organization

Challenge - Introduce technology, efficiency and homogene-
ous collaboration into an environment with a historically-devel-
oped corporate culture.

Solution - Through the implementation of modern software
(Office 2007) and collaborative tools (Sharepoint, Outlook),
create a standardized office environment with accompanying
ITIL processes in which the business philosophy ‘Efficiency
with a heart’ can be put into practice.

Benefits

- Standardization

 Increased efficiency

- Enhanced collaboration

- Own content management in different divisions

www.getronics.be
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COLLABORATIVE TOOLS PROVIDE THE SOLUTION

Between September and the end of December 2008, Getro-
nics carried out a triple migration on the end user level. In
order to raise productivity, the 1300 PC’s were equipped with
a new standard ‘image’ based on Microsoft Windows XP and
Microsoft Office 2007. In addition, the Lotus Notes mail
system was replaced by Microsoft Exchange 2007. But the
icing on the cake was the centralization of the heterogene-
ous intranet landscape on a single Microsoft Sharepoint
infrastructure, for which the internal graphic services of Red
Cross-Flanders developed an attractive visual look under

the name ‘Leonardo’.

THOROUGH PREPARATION AND TRAINING

“One of main reasons we decided to work with Getronics was
that it integrated the necessary management of change into
their proposal right from the start. As in any organization,
people have to be progressively guided towards the future,”
states Luc Botten. For the implementation he chose an
organic evolution in which the users have the time to get
used to the new software and discover its possibilities step
by step. “The Getronics team had a very good approach to
this. For example, the end users systematically received a
half day of training while their PC was completely updated
and the new software installed. After the lesson they could
immediately begin exploring their new desktop environment
and try out their recently-acquired knowledge in practice,”

he notes.

WEB 2.0 PHILOSOPHY

The purpose of the whole operation is in keeping with the
Web 2.0 idea. A greater autonomy at the level of the different
departments is one of the primary advantages of the
Getronics solution. In the new Sharepoint configuration,

each ‘superuser’ - two per department, fifty in all - after the

necessary training by Getronics can himself create a website

on the intranet, where content can be developed and

managed. Luc Botten and his team are confident that this
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will boost internal collaboration and communication and will
significantly accelerate a number of business processes,
resulting in higher productivity and job satisfaction for the

employees.

SERVICE LEVEL AGREEMENTS

The consequence of the unified IT landscape following this
recipe is that the IT department can focus on its core
business: providing services to the end users in accordance
with specific service level agreements and KPI's. Therefore
the Getronics team has compiled a services catalogue which
offers per department a precise description of what can and
may be expected from the IT helpdesk.

POSITIVE ASSESSMENT

“My team and me are very satisfied with the performance of
the Getronics team,” says Luc Botten. “It is above all their
maturity and project management skills that have im-
pressed me, along with their people skills. However technical
such a project might be, personal contact remains important
for making the changes acceptable. Preparation took a long
time, but the results are worth it. In three months’ time, 1300
users migrated with their PC’s, and we still have not heard a

single negative comment from the users.”

THE FUTURE

Now that the intranet is up and running, Luc Botten is
thinking about the next phase in his ambitious plan: extran-
et. That is not so obvious, because numerous security
factors have to be taken into account. Is a role reserved for
Getronics here as well? “It is possible. So far Getronics has

always proven that we chose them for the right reasons.”

‘ITWAS ABOVE ALL GETRONICS MATURITY AND PROJECT
MANAGEMENT SKILLS THAT HAVE IMPRESSED ME!
(LUC BOTTEN, CIO RED CROSS-FLANDERS)

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.
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