R E T A I L

Application Support
and Maintenance
The Challenge

Our Solution

The Benefits

Our client is one of Australia's largest
retailers with over 700 stores, operating
more than 7 individual businesses
nationally. This Client’s complex
technical environment consists of over ten
applications encompassing both customer
facing and back end systems that ensure
critical automation of on-line orders, store
replenishment, stock availability, store
reporting of individual lines and overall
profitability of the organisation.

InfoCentric provided 24 hour support,
delivering development for business users
during the day and running batches from
the previous day during the night ensuring
continued accurate reporting.

InfoCentric provides long lasting and
trusted outsourcing expertise that enables
clients to mitigate risks and get the highest
quality of service.

With a small error potentially costing
millions of dollars to this client’s bottom
line, they required a trusted partner
who could take on this responsibility
and ensure continued availability of this
critical business asset.

By establishing best practice application
maintenance and support procedures the
InfoCentric team were able to understand
this complex environment and the
potential cost a mistake could have on
the business. The team quickly identified,
diagnosed and resolved potential issues
with no disruption.
See diagram.

Our large pool of experienced consultants
offer tier 1 capability, which is costeffective and delivered to exacting
quality standards.

How will InfoCentric help enhance
your organization Insight today
and tomorrow?

Application Support Team

Help Desk
If the user requires support for
a technical problem they need to
contact the InfoCentric Help Desk.
The Head Office Help Desk will
supply first level technical support
for all problems on a 24 hour,
7 days a week basis (24*7).

The InfoCentric Application
Support Team will provide
second level support.
This includes investigation,
analysis of the problem,
solution definition and
implementation.

Level 1

Level 2
Software + Hardware Variation

InfoCentric Application Support Introduction

Level 4

In the event that neither the
Project Support Team nor the
IT Skills Groups can fix the
problem (and the problem relates
to the base software or hardware),
then it is passed to the software
and hardware vendors.

“The business tells me that if we switched off the flow of information
provided by your team, it would be like switching off their oxygen”
General Manager, IT

Ideal Partner

If the problem is not
related to the trelevant
IT Skills Group. If the problem
relates to the base software,
then it is passed to the
software vendors (Level 4).

Level 3
Skills IT Group
The InfoCentric IT Skills Groups
provide third level support. This
includes investigation, analysis of
the problem, solution definition
and implementation. If the problem
relates to the base software and
hardware, then it is passed to the
software and hardware vendors.

Thought Leadership

“Your end to end knowledge of retail, information management
and customer behaviour makes you the ideal partner to
help drive our business into new and exciting areas.”

“The thought leadership you have displayed has allowed us to
improve our customer understanding in ways we would never have
considered. For example, retaining high value customers by stocking
high loyalty products that we would normally have deleted.”

General Manager, Store Operations

General Manager, Merchandising

Engage with InfoCentric

Ground Floor East, 101 Collins Street
Melbourne VIC 3000

Find out how InfoCentric can help you
get more insight into your organisation’s
information today.

T. +613 9650 1000
E. info@infocentric.com.au
infocentric.com.au

