Macquarie Cloud Services
Doubles Profits and Secures
Market Leadership with
BMC Solutions
The BMC team worked with us to help us achieve
our business goals. From the planning stages to
implementation and on to knowledge transfer, this
was a true partnership.
James Mystakidis | Group Executive for Macquarie Cloud Services

Company Overview
Macquarie Cloud Services (MCS) is one of Australia’s premier managed
hosting companies, operating several data centers across the country. MCS has
maintained its cutting edge by continually investing in leading systems automation
technologies and educating its workforce in ITIL and Cobit practices. This has also
added efficiencies and fueled Macquarie’s continued growth.
®

Over 2X profitability
from $9.6M to $21.6M

250% increase
in servers managed

-35 to +84
Net Promoter Score
improvement

The Business Goals: Scale the Business for Continued
Growth and Competitive Differentiation
Macquarie Cloud Services realized it needed to ensure that the hosting business
could continue to scale efficiently and cost-effectively, while also distinguishing
itself in the marketplace by the kind of services it offers. Before first engaging
with BMC over seven years ago, MCS was experiencing runaway growth and
needed to ensure its infrastructure could meet that growth trajectory in a costefficient and reliable manner.
The first step was to audit the operation, so the MCS team profiled the existing
operations using the ITIL and Cobit frameworks and created what they describe
as a “cityscape,” which formally mapped IT operations as they then stood. This
allowed them to identify gaps and clearly articulate to the business how to take
the company’s hosting operations to the next level. Throughout the process,
management also ensured that the entire team was trained and certified in ITIL,
which has equipped them with a best practice framework and created a uniform
vocabulary for everyone.

The Challenges: Establish
Formal Toolsets and
Replace Manual Network
and Server Management
with Automation

At the time, the audit process revealed a clear lack of formal toolsets to
manage or automate network and server operations. Most processes
were manual, supported by only a handful of homegrown scripts. So
while the operation still delivered a robust solution to clients, it simply
was not sustainable. As James Mystakidis, Group Executive for Macquarie
Cloud Services explains, “The cloud model for a vendor is predicated on
infrastructure being in place or available on a just-in-time basis. To scale to
meet the market expectations of time, cost, and breadth of service, Macquarie
Cloud Services needed to automate network and server management.”

The Solution: TrueSight
Network Automation,
TrueSight Server
Automation, TrueSight
Orchestration

In the words of Macquarie Cloud Services DevOps Leader Tracey Paine:

TrueSight Network Automation is a great
tool for demonstrating compliance. We rely on it
for configuration management (across multiple
device types and platforms) and running update
jobs. It has definitely helped us get quicker
resolutions when config-related faults need to
be identified and resolved.
Seven years ago, MCS signed a deal with BMC Software for
TrueSight Orchestration, TrueSight Server Automation, and
TrueSight Network Automation. This implementation was
designed to automate device management, processes, and
workflows, and to replace the intensely manual management
of Macquarie’s infrastructure. The BMC team worked closely in
partnership with MCS onsite, providing education services for
staff as well as in-depth training on how to maximize the effectiveness and reap
the full value of the complete solution. Mystakidis explains, “We took the training
early on to get familiar with the technology, so when it came time to actual
execution and implementation, it wasn’t really a culture shock or a big surprise
to our engineering team.”
There were a number of critical success factors for MCS during the original
implementation. “We needed a clear sense on what the desired outcomes
would be, and strong project management, but most importantly, a vision and
a strategy for what we were hoping to achieve,” says Mystakidis.
According to Tracey Paine, DevOps leader for Macquarie Cloud Services,
“When these tools were put in place seven years ago, we were at a very
immature standpoint. There were many gains to be realized in terms of
managing servers and infrastructure and starting the automation journey.”
Paine added that DevOps for their MCS cloud is about the automation of
infrastructure builds, and managing systems for the support of that infrastructure
and servers for both customer and internal use. The BMC tools have been critical
to that DevOps automation in successfully supporting the MCS infrastructure.

MCS openly attributes its significant success to the BMC tools. It is now much
easier for customers to report issues and for the staff to be more responsive.
Staff share the same vocabulary regarding operations, have the tools to build
new infrastructure very quickly, and can easily scale their infrastructure if there
is a problem—all supported by the TrueSight toolset.
Most impressively, Macquarie staff can now present proactive ticketing for
its customers. For instance, if there is a potential interruption in service,
Macquarie agents can inform customers of the issue before they experience
any outage, and ideally provide a stopgap. Today, Macquarie’s target for
proactive ticketing is 85%, a goal the company has already surpassed. Before
BMC, the target for proactive ticketing was 45%, and it frequently fell short.
Macquarie Cloud Services has transformed how it does business to remain
competitive and provide a higher level of service for customers.

Benefits

Since implementing the BMC solution more than seven years ago, Macquarie
Cloud Services has reaped immense value and considers the tools indispensable.
Says DevOps Leader of Macquarie Cloud Services Tracey Paine:

We don’t think about in terms of ROI anymore; having
these tools is BAU (business as usual) for us. So, to ask that
question now, I’d have to look at the cost of us not using the
solution. TrueSight is just so embedded in what we do.
•

The MCS team has been on a journey of process and system maturity that
has resulted in its Net Promoter Score (NPS) improving from -35 to an
industry leading +84.

•

Servers under management have increased by more than 250% and
engineering FTEs have remained at a similar level through automationreduced effort in building and supporting solutions, improved
standardization of solutions, and better configuration management.

•

Since implementation, the profitability (EBITDA) of the hosting business
has more than doubled, from $9.6M in FY15 to $21.6M in FY17.

•

Implementing BMC’s solutions has effectively decoupled growth from cost,
providing MCS with substantial savings.

•

Automation is enabling innovation, boosting efficiency, and producing
a sizeable payback of the BMC investment.

Learn More About These BMC TrueSight Solutions
Visit the TrueSight Network Automation webpage
Visit the TrueSight Server Automation webpage
Visit the TrueSight Orchestration webpage
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