A centralized service desk transformed

Rayonier from firefighting mode into a
business-focused, process-driven IT
organization.
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CLIENT PROFILE: RAYONIER BUSINESS CHALLENGE

Rayonier, a leading international forest products company, had a
www.rayonier.com decentralized IT organization with five disparate IT departments scattered
across the country. A lack of centralized governance, reporting process

II:tzlrl:;:i‘(')nal Forest Products: and metrics led to underfunded and poorly managed IT infrastructure.
Timber, Real Estate, Performance Fibers There was little documentation and no standardization. Financial

management was weak due to multiple cost centers and they had few
Employees tools deployed to manage IT assets. Rayonier recognized the need to
2000 centralize and re-form IT as a single centralized department and looked

Headquarters to Enterprise Integration (EI) for help.
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Enterprise Integration engaged with Rayonier to take on both the Service
Solutions Desk function and IT Operations. Off-loading this centralization and
ISTe(g\gg?a?iiiz consolidation effort to El enabled Rayonier to focus on the strategic:

aligning IT with their internal business units. Ten Rayonier Service
Desk employees transitioned to become El team members and 18
other dedicated employees were hired under the direction of a Client
Manager. A single centralized 24 x 7 support service desk was created
and clear and concise reporting was implemented. A centralized change
management process along with monitoring and alerting were put into
place.

‘ l‘ end of the first year with El, we went to the
Board of Directors and told them we absolutely
chose the right partner for this monumnetal task.

—Mitch Walters , Chief Information ’c’ (]
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THE RESULTS

Rayonier’s previous five disparate IT locations have been consolidated into
one, streamlined, efficient operation. With El operating the centralized
Service Desk and IT Operations functions, Rayonier is a tool-driven
empowered enterprise IT organization with a stabilized environment.
Reporting is thorough and specific and documentation now includes 150
knowledgebase documents. The Service Level Agreements have been
greater than 95% for the last 7 months to a goal of 90%. The customer
satisfaction rating is at an all-time high of 4.4 out of 5 and 70% of the
tickets are being resolved within the first day of notification. The IT
Deparment at Rayonier has been able to focus on value-added, strategic
services for the business units.

THE FUTURE

With their environment now stabilized and a centralized service desk
allowing for efficiency across the board, Rayonier’s IT organization has
matured and now has the ability to focus on strategic projects instead
of spending their time putting out the fires. The IT staff are freed up to
work on key initiatives to include data center consolidation, application
consolidation and internet and security improvements. As a strategic
partner, El will lead Rayonier through license management and
technology refresh processes to help further increase efficiency within
the IT organization.
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