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Veris Associates, Inc.


Client Description
A major international healthcare business engaged in the research, development, manufacture and marketing of prescription pharmaceuticals and the supply of healthcare services.  It is one of the world's leading pharmaceutical companies with healthcare sales of $26.47 billion ($12.44 billion in the U.S.) and leading positions in sales of gastrointestinal, cardiovascular, neuroscience, respiratory, oncology and infection.  Veris Associates, Inc. was proud to be engaged with this company’s IT Services U.S. team.  
Opportunity
The IT Services’ U.S.-based storage and server team members received multiple requests from multiple Business Information Services (BIS) customers in a variety of ways with very tight deadlines.  In addition to project-related requests, they also had to manage completing operational upgrades, additions and decommissions.  This resulted in failing to set appropriate expectations with customers, unmanaged workloads, and overspends.  

The storage and server team members did not have a liaison to assist them with managing the incoming requests.  The users of their service, the BIS customers, did not have a single point of entry into the process of fulfilling requests.  There were no financial validation points in place.  In addition to being technical architects, the storage and server team members also had to order the equipment and chase the vendors to ensure the equipment was shipped on time to fulfill their needs.  
Our Solution
We helped our customer achieve success by providing an ITIL foundations level certified subject matter expert with over seven years of experience in IT Service Management, project management, and process development; and knowledge of server and storage equipment.  In this role, Veris Associates introduced Infrastructure Utility Services for Storage and Server needs in the client’s organization by completing the following:

· Managing a team of experts to develop and implement a comprehensive, strategic and operational approach to Server and Storage Utility Service solutions.
· Instituting Storage and Server Utility Services coordinators to ensure the proper collection of requirements, to work with the Change Management team to schedule implementations, and to ensure the logistics of the requests were in order.
· Providing a single interface to IS customers.

· Developing resource, asset and financial capacity planning best practices for the service.

· Engaging, developing and managing Vendor relationships, Master Service Agreements, Terms and Conditions contracts and Addendum contracts.
Results and Benefits Achieved
Financial Savings: 
· By managing the single largest IT service budget line item for our client, Veris Associates, Inc. proudly achieved a first-year savings of over $6 million through consolidation and efficiency efforts.  
· By establishing a strong working partnership with the client’s purchasing department, Veris Associates and the IT department for which we worked was able to ensure they were getting a cost-efficient deal from the vendors with which they worked.
· Veris Associates, Inc. worked with the client and developed a business justification model in lieu of a charge-back system.

Better Communications
· With the single point of entry into the Storage and Server Utility Services process, customers’ expectations were appropriately set.
· The Utility Services team had its own intranet site, with information on how to request service, the history of the program, and contact information.  

· By partnering with Business Relationship Managers, we were able to better understand the BIS customers’ needs, and in turn, they communicated with their customers the importance of adhering to the Utility Services request process in order to fulfill their needs.  

· BIS customers were able to provide feedback and make suggestions for improvement via Customer Feedback Forums, an in-person meeting among BIS customers, their Business Relationship Managers and the Utility Services team which focused on customer satisfaction, communication of Utility Services updates, and open discussions about improving the service.

· The storage and server team had better links to vendors, the purchasing team and to the Change Management team, which improved their ability to appropriately set expectations during the Utility Services lifecycle for the request.
Improved Working Standards
· Veris Associates ensured the delivery of Server and Storage Utility Services mapped to ITIL good practices.
· By working with and understanding the needs of the storage and server team members, Veris Associates developed and implemented server and storage infrastructure standards.

· Veris Associates enlisted IT asset management best practices by updating the asset management database as storage and server changes were made in the environment, thereby giving better information to the teams when it came time to forecasting their needs.

· By partnering with cross-functional teams, Veris Associates ensured disaster recovery and business continuity needs were met.

· The Utility Services team created by Veris Associates, Inc. actively partnered with the Change Control team to minimize and manage business impact as server and storage changes was implemented in the environment.
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