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“Managed Services is a compelling 
offering that few other 
companies have. Citrix was very 
flexible about customizing to 
meet our needs. They were 
always willing to come to the 
table and partner with us.”

Senior Director  
Global IT Infrastructure 

Citrix Managed Services 
Customer contact management firm calls on Citrix Managed  
Services to achieve high availability for Citrix virtualization

Profile 
A leading provider of customer contact management solutions and services in the business 
process outsourcing (BPO) arena delivers technical support, transactions and customer care to 
organizations worldwide, primarily in the telecomm, financial, technology and healthcare 
sectors. Headquartered in the southeastern United States, the company employs 48,000 
people globally.

Challenge 
The company’s core business is based on brick-and-mortar call centers staffed by onsite agents, 
who were assigned a seat with specific IT and telephony resources provisioned to the local desktop. 
However, this model caused inefficient facility utilization. “Pockets of empty seats were created 
when we couldn’t hire enough people with a given skill set, for example,” said the senior director, 
Global IT Infrastructure. “To control overhead costs, we needed to ‘fill the holes in the Swiss cheese.’”

Another challenge was how to blend this traditional call center setup with a new virtual model.  
In 2013, through an acquisition, the company added home-based agents to its workforce.  
“We saw an opportunity to address both issues by finding a way to deliver the work to agents 
anywhere, any time. That’s why we began looking at virtualization technology,” he said.

After comparing several solutions, the IT executive chose XenDesktop virtualization and NetScaler 
server load balancing technology from Citrix. He and his team worked with Citrix Consulting to 
architect and deploy the virtualization environment, which securely delivers a VDI desktop of 
business and telephony apps to onsite and home-based agents.

“Once the implementation was completed, we were so busy piloting customers in the Citrix 
platform and vetting the project against our objectives, we didn’t have time to monitor the 
environment properly,” he explained. “Plus, at that time, we didn’t have much expertise in Citrix 
technology.” 

Monitoring to ensure maximum system uptime and high performance is critical for the business.  
“First, call centers are our ‘cash register.’  If agents can’t work, revenues are impacted, while expenses 
continue. Unlike our old, distributed model, virtualization technology is centralized. So if a Citrix 
server goes down, multiple agents will be affected – they won’t have apps or telephony. And that 
raises the second point: many of our smaller customers don’t have a back-up system for answering 
calls. They rely on us and we can’t let them down.”
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Solution  
The IT executive realized his team needed assistance with Citrix monitoring, at least until they 
became more experienced. “Initially, we were too reactive, and we lacked monitoring 
instrumentation.  In effect, we were flying the plane using only stick and rudder, without avionics.”

To obtain expertise and tools, he turned to Citrix Consulting Managed Services for centralized 
monitoring of the Citrix environment. The engagement provided proactive, 24/7 monitoring of 
hundreds of XenDesktop servers and NetScaler appliances. It included tracking  
performance, overseeing server health and performance, and configuring notification alerts. 
 
“It was very helpful to have Managed Services take over monitoring as an extension of our small 
team. Their methodology integrated with our ITIL®-based processes around incident management.” 
 Also, the remote delivery model aligned with the corporate culture, which encourages virtual 
working by managers and knowledge workers. The senior director especially appreciated being 
spared the chore of finding and setting up space, equipment and supervision on site.

Managed Services supplied professional monitoring capability to bridge the gap until the IT team 
acquired the skills and experience to take over this function. The service was essential in achieving 
a steady state for the Citrix virtualization environment to optimize ROI, drive customer satisfaction 
and meet business goals.

The Citrix infrastructure is delivering a big win for the company – standardization. “Previously, 
some customers that had both remote and onsite agents complained that it felt like working with 
two different companies. Similarly, our IT team needed two different skill sets. Now, we manage 
our agents in the same way. Whether they’re working in our call centers or at home, they’re all 
‘virtual’ from an IT standpoint. Even more important, the ability to leverage the same IT platform 
drives business process standardization across our global enterprise.” 

Currently, about 40 percent of agents in North America work from their homes, and the company 
actively promotes its remote staff. 

The Citrix platform also accelerates onboarding of new customers, because it is much easier to 
provision the agents to service them – and to scale up if necessary. For example, a new customer 
significantly underestimated its requirements to support a product launch. Thanks to 
virtualization’s seamless scalability and thin clients, which were easily procured, the company 
provisioned 300 additional agents in just 30 days, compared to 90 days with distributed PCs. 
“With Citrix, it’s easy for us to behave more like a scalable cloud service,” he concluded.

• Managed Services extended IT 
team’s capabilities during 
transition period

• Remote monitoring reduced 
costs and complexity of the 
engagement

• High system availability 
satisfies customers and drives 
revenue optimization

• Virtualization standardizes 
different call center models 
and business processes

Key Benefits

Results


