SWIFT INCREASES VALUE
WITH DESKTOP MANAGED

SERVICE

Centralised approach to providing global IT support helps SWIFT
manage local sites effectively and maintain high service levels.

INDUSTRY

Financial services

ORGANISATION SIZE
SWIFT employs more than
2,100 people

BUSINESS CHALLENGE
Reduce the cost and complexity
of providing IT support to users
around the world

SOLUTION

Centralised desktop and laptop
management via a single
provider and a single global
service desk

INTEREST AREAS
= Desktop managed services
= Global service desks

www.computacenter.com

RESULTS

= World-wide visibility of IT
assets and service levels

= Centralised cost and quality
control

= Single channel for continuous
improvement projects

KEY SERVICES

= Desktop support services
= Global service desk

= Asset management

= Supply chain services

CORE TECHNOLOGIES
= 2,500 desktops

1,280 laptops

= PDAs

= Docking stations

= Printers

= Scanners

SWIFT

CASE STUDY

“l enjoy working with the
Computacenter team for
their customer-oriented
‘can do’ mentality. They
continually focus on
providing additional value
beyond contractual
boundaries, while keeping
costs very much under
control.”

Francois Bruyere,

SWIFT’s Global Support
Manager

“In these difficult
economic times, a high
quality service combined
with the right price were
key drivers for SWIFT to
renew the contract with

Computacenter.”
Andre Croes,
Head of SWIFT Internal IT
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Customer overview

The Society for Worldwide Interbank
Financial Telecommunication (SWIFT) is an
industry-owned co-operative supplying
secure, standardised messaging services
and interface software to over 8,100
financial institutions in more than 200
countries.

Business need

In order to ensure full control over its
internal IT environment, SWIFT operates a
central IT service management model from
its HQ in Belgium. This is overseen by the
Management of Internal Services (MIS)
team, which sets the organisation’s IT
standards and is responsible for supporting
2,100 users around the globe.

These users were originally supported via
three helpdesks in Belgium, Hong Kong
and the US, which resulted in high
management overheads. MIS also had to
co-ordinate multiple in-country service
providers and contracts, which often didn’t
have the flexibility needed to meet SWIFT’s
changing business requirements.

This decentralised approach to IT support
not only made it difficult to carry out global
reporting but also to control service quality,
which differed significantly depending on
the country and service provider.

Solution

The SWIFT MIS team decided it could
make significant service improvements and
cost savings by consolidating its existing
patchwork of service agreements into a
single contract with a single global service
provider.

As aresult, in 2000 SWIFT signed its first
international desktop managed service
contract with Computacenter. The
company’s ability to provide consistent,
high-level services to users around the
world and its understanding of SWIFT’s
business needs were key factors in the
decision-making process.
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How Computacenter helps

The desktop managed service was initiated
with a global audit of the existing estate,
which helped to identify previously
unrecorded assets and redundant
equipment. After the audit, Computacenter
successfully transitioned SWIFT’s three
helpdesks to a single centralised service
desk at its Belgium site.

This service desk operates 24 hours a day,
five days a week and supports users in 22
countries throughout Europe, the US and
Asia Pacific. Under the agreement,
Computacenter provides deskside support
using a combination of permanent on-site
engineers and on-demand interventions for
smaller offices. Along with deskside
support, Computacenter is also responsible
for lifecycle asset management, IT
procurement and support for SWIFT’s
internal call, problem and change
management application.

After the initial contract and two renewals
including benchmark exercises,
Computacenter has now been delivering
this service for eight years. Jurgen Strijkers,
Head of Managed Services with
Computacenter and Service Manager for
SWIFT, explains: “Our global team has
been working hard over the last eight years
to provide a high quality and cost-efficient
service, remaining aligned to SWIFT’s
ever-changing business needs.”

Francois Bruyere, SWIFT’s Global Support
Manager adds: “l enjoy working with

the Computacenter team for their
customer-oriented ‘can do’ mentality. They
continually focus on providing additional
value beyond contractual boundaries while
keeping costs very much under control.”

Results

The service was extended for a further five
years in January 2009. Andre Croes, Head
of SWIFT Internal IT comments: “In these
difficult economic times, a high quality
service combined with the right price were
key drivers for SWIFT to renew the contract
with Computacenter.”

The centralised desktop managed service
has played a key role in keeping
operational costs under control and
world-wide quality levels visible. It provides
SWIFT with accurate management
information and high visibility of IT assets.
These two items are important elements in
continuous improvement projects as well as
quality control. They also enable more
accurate forecasting, simplified software
licensing and enhanced compliance.

Lieven Bergmans, General Manager of
Computacenter Belgium concludes: “Over
the past eight years, our partnership with
SWIFT has been outstanding and we are
grateful to see this rewarded with a new
five-year contract. Beyond meeting
contractual service levels, such a long term
relationship is only possible where there is
continued focus from both organisations on
innovation, cost reduction and managing
change effectively.”

More resources

m For more information on our global
capabilities, log on to
www.computacenter.com/international

m View more case studies, at
www.computacenter.com/case-study

@)

(omputacenter

Services & Solutions




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


