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“We looked at a number of solutions and found that Microsoft met all of our requirements, as it is built on industry-standard technology and is very flexible.”

Steve Mair, Project Manager, Capita
People are a key element in Capita’s success as a leading player in the field of business process outsourcing. To maximise productivity, the organisation wanted an integration solution that ensures employees could access colleagues’ contact details rapidly and supports administrators better in managing the network user base. After a thorough review, Capita rolled out a new infrastructure based on Microsoft® Identity Integration Server 2003, empowering people to achieve their business goals more efficiently.


Business Needs
Capita is a large organisation with 26,000 employees working in business units across the United Kingdom, Ireland, and India. For employees, who regularly need to collaborate with colleagues, the company network is a vital communication tool. It is a ready source for gaining e-mail and contact-number data for co-ordinating business activities.

With the development of the company, the volume of network users increased. Over time, the number of application and directory environments holding identity information and access rights also grew. The effect of this was twofold. Firstly, people wasted time searching among multiple directories or interrupting other employees for e-mail addresses or telephone numbers. Secondly, administrators found maintaining consistent identity details and access rights across the environments was time consuming and costly. Provisioning and de-provisioning access rights for new starters, movers, and leavers was an increasing burden on resources.

To help reclaim lost productivity, Capita decided to create a centralised solution using the SAP Enterprise Portal product, giving employees a single place to access colleagues’ details rapidly. This deployment of SAP technology reflected a commitment by Capita to infrastructure solutions from both SAP and Microsoft. In the past, the organisation had rolled out SAP components such as R/3, Business Warehouse, and Supplier Relationship Management. It had also implemented enterprise software such as Active Directory® directory service, and was upgrading to Microsoft Exchange Server 2003 communication and collaboration server.

However, the portal provided only the starting point from which to realise the efficiency gains of a centralised solution for identity information. Capita needed an identity management infrastructure that synchronised identities across environments and systems, automated provisioning and de-provisioning of users, and integrated with the SAP-based portal for the presentation of contact data. This was vital to ensure consistent user data, reduce administration costs, streamline management processes, and improve security.

Solution

Capita turned to systems integrator Oxford Computer Group, which advised Capita on choosing a technology built around Microsoft Identity Integration Server (MIIS) 2003. Steve Mair, Project Manager, Capita, says: “We looked at a number of solutions and found that Microsoft met all of our requirements, as it is built on industry-standard technology and is very flexible.” With Oxford Computer Group, a Microsoft Gold Certified Partner, Capita had the ideal technology partner to help roll out a MIIS 2003-based architecture.

Alongside MIIS 2003, the new architecture would also include Microsoft Windows Server™ 2003, Microsoft Windows Server System™ Engineered, as the core operating system and Microsoft SQL Server™ 2005 for database services. Development work was to be completed using the Microsoft .NET Framework with Microsoft Visual Basic® .NET 2003 used for programming. 

With the support of the Oxford Computer Group, Capita wanted the new infrastructure to manage both the identities and access rights of portal users. It would also need to synchronise data and provision new user accounts between the different SAP components and the Active Directory and Exchange Server 2003 domains. 

The organisation chose to roll out the infrastructure in stages. The initial stage focused specifically on streamlining administration of and access to the SAP components. By using MIIS 2003 technology, the organisation has automated the provisioning of passwords and usernames for each environment. The new system identifies the role of potential users and assesses the relevant environments. It then creates the necessary identifying information and sends it to the new user using e-mail. By the end of May 2006, the second phase of the deployment was close to completion. This involved linking the SAP human resources (HR) application with Exchange Server 2003. It will ensure that HR records drive the provision of e-mail accounts, and will also enable the synchronisation of business contact information held about employees in SAP HR with the Exchange email infrastructure, including business unit, cost centre, office address (but not home address if based at home), contact telephone number, mobile telephone number, fax number and job title. 
Benefits

The success of Capita is built largely on the effectiveness of its staff. With the support of technology, they have improved operations, built better customer and partner relationships, and driven innovation. Using e-mail and telephone communications to collaborate day-to-day has been vital to realising their business goals. Now with an MIIS 2003 infrastructure, employees avoid wasting time searching for contact information.

Other benefits include:

•Personnel can collaborate more efficiently, having contact details readily available to communicate with colleagues.

•People can drive business better, spending less time answering enquiries from work mates asking for individuals’ contact information.

•Administrators can provision and delete user accounts across systems, gaining additional time to focus on more strategic roles, improving operations.

•Network managers gain peace of mind around security with the automatic de-provisioning of leavers.

•Administrators have gained an infrastructure with the potential to integrate customer platforms and improve relationships.

•Capita has gained a solution that reduces its operational costs, helping maintain the business’s ability to compete successfully in today’s marketplace.

•The organisation maximises the interoperability of its existing infrastructure and establishes a network that can handle the business challenges of tomorrow.

•Capita has rolled out an infrastructure that will evolve over time to cost-effectively meet the needs of system integration in the future.




























For more information about Oxford Computer Group’s products and services, visit the Web site at: 


� HYPERLINK "http://www.oxfordcomputergroup.com" \o "http://www.oxfordcomputergroup.com" �www.oxfordcomputergroup.com�





For more information about Capita’s products and services, visit the Web site at::


 � HYPERLINK "http://www.capita.co.uk" ��www.capita.co.uk�





For more information about other Microsoft customer successes, please visit: � HYPERLINK "http://www.microsoft.com/resources/casestudies" ��www.microsoft.com/resources/casestudies�





For more information about Windows Server System go to:


� HYPERLINK "http://www.microsoft.com/windowsserversystem/miis2003/evaluation/overview/" ��http://www.microsoft.com/windowsserversystem/miis2003/evaluation/overview/�
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Customer: Capita


Web Site: www.capita.co.uk


Customer Size: 26,000


Country or Region: United Kingdom


Industry: Business Services


Partner: Oxford Computer Group





Customer Profile


Capita is driving UK growth in business process outsourcing. Well known as a strong, flexible and committed partner, the company delivers high-quality modern services to our clients in areas such as customer contact services, financial services, back-office administration, human resources and property. 





Software and Services


Products


Microsoft Identity Integration Server 2003


Microsoft SQL Server 2005


Microsoft Windows Server 2003 


Technologies


Microsoft .NET Framework


Microsoft Visual Basic .NET  2003
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